Appendix A: Full Report of Treasury's FY 2001 Measures by Strategic Goal

This appendix reports on all performance measures by strategic goal (and further by bureau) for which targets were
set in the FY 2001 Performance Plan (as presented in the FY 2002 Justification for Appropriations and Performance
Plans). For each measure, there is a definition for the measure, performance levels for three previous fiscal years
(where available), the performance target and actual for the report year, and performance targets for two years
beyond the report.

FY 2001 PERFORMANCE SUMMARY

The purpose of Treasury’s strategic management effort is to improve results delivered to the American
public. In its final performance plan for FY 2001 that the Department transmitted to Congress, as part of
the FY 2002 budget, Treasury detailed its performance targets.

Overall, the Department established 242 performance targets in FY 2001. Of these, 15 measures were
either baselined in FY 2001or had no data available. Of the remaining 228 measures, Treasury met or
exceeded 166 targets, did not meet 61 of its targets, and maintained peak performance or improved
performance over FY 2000 for 110 measures.

Important Notes:
Unmet targets. Targets which were not met are explained and include a schedule for improvement.

Baselined measures. A number of our new FY 2001 measures were baselined (actuals determined) this year.
Baselines facilitate target-setting in the future.

Discontinued measures. Unless otherwise noted, measures which are being discontinued after FY 2001 have been
replaced with more outcome-oriented measures to better gauge program success.

Measures used in target-setting. Bureaus determined the performance measures and targets for their FY 2002
performance plan in light of the progress made in FY 2001. In some cases measures have been reworded to clarify
their intent; in other cases, measures have been added or deleted to better assess progress against strategic
objectives.

Additional Information. Information relating to the definitions and data validation for each measure can be found in
the Department of the Treasury's FY 2002 Justification for Appropriations and Performance Plans and the Treasury
GPRA Internet site at http://www.treas.gov/gpra.

FY 2001 Treasury-wide Performance Summary

Maximum or
Total Targets Met Targets Not Other Improved
Measures Met
Performance
242 166 (69%) 61 (25%) 15 (6%) 110 (46%)

Department of the Treasury -- FY 2001 Performance Report A-1



Appendix A: Full Report of Treasury's FY 2001 Measures by Strategic Goal
Economic Mission

E1: Promote Domestic Economic Growth

Alcohol, Tobacco & Firearms (ATF)

Performance Measure: Number of corrections made to unsafe conditions and product deficiencies reported

to ATF or discovered during ATF inspections

Definition: Tracks the number of corrections made to unsafe conditions found in the explosives and alcohol

industries, either reported to ATF or found during inspection activities.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

1,071

923

1,119

850

1,209

850

850

Performance Measure: Number of industry seminars held on ATF-regulated commodities

Definition: The number of seminars conducted with industry members, law enforcement and the public on the

laws and regulations ATF enforces.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

227

229

175

175

195

175

175

Community Adjustment and Investment Program (CAIP)

Performance Measure: Number of private sector jobs created or retained through financial assistance

provided by the CAIP

Definition: The number of private sector jobs to be created or retained as reported by financial assistance
awardees. Annual targets are taken from applications, and actuals are taken from the reports of awardees.
Measure has been discontinued because no additional funding has been budgeted for FY 2002 or FY 2003.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

3,600

1,500

1,055

discontinued

Explanation of FY 2001 Plan: FY 2001 target was the estimate for the three-year period of the grants. Grants

got underway in the spring of 2001.

Performance Measure: Number of private sector jobs created due to the provision of technical assistance on

a project-specific basis

Definition: The number of private sector jobs to be created or retained as reported by technical assistance
awardees. Annual targets are taken from applications, and actuals are taken from the reports of awardees.
Measure has been discontinued because no additional funding has been budgeted for FY 2002 or FY 2003.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

500

500

99

discontinued

Explanation of FY 2001 Plan: FY 2001 target was the estimate for the three-year period of the grants. Grants

got underway in the spring of 2001.

Department of the Treasury -- FY 2001 Performance Report

A-3



Appendix A: Full Report of Treasury's FY 2001 Measures by Strategic Goal
Economic Mission

Community Development and Financial Institutions Fund (CDFI)

Performance Measure: Amount of technical assistance grants awarded during the year ($ in millions)

Definition: This measures the dollar amount in millions of technical assistance grants awarded by the CDFI
Fund to Community Development Financial Institutions to expand their ability to provide services to their
communities. Awards are made to smaller CDFIs under the Small and Emerging CDFI Assistance program
(SECA) and to larger or more established CDFIs under the Core Component of the program.

2001

1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

3.0 4.0 4.0 10.0 3.6 13.0 11.0

Explanation of Shortfall: The $10 million goal incorrectly included financial assistance awards projected to be
made under the Small and Emerging CDFI Assistance (SECA) Component, and not just the technical assistance
awards. Had this goal reflected just the amount of the technical assistance awards; it would have been
approximately $5.5 million. The reason the actual technical awards made during FY 2001 was less than this
amount was due to a smaller number of deserving applications being received for award consideration.

Performance Measure: Number of CDFIs receiving financial assistance by BEA applicants that submitted a
final report

Definition: This measure shows the number of CDFIs receiving financial assistance by all current-year Bank
Enterprise Award (BEA) applicants that submitted a final report. A CDFI will only be counted once, even it if
received financial assistance from more than one financial institution. Since this is an incentive program, this
measure relates to applicant performance. The BEA Program provides financial incentives for financial
institutions to increase the amount of their investments in distressed areas and provided to other CDFIs.

2001

1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

-- -- 165 185 164 120 120

Explanation of Shortfall: There were fewer CDFIs approved for awards than was planned.

Performance Measure: Number of certified CDFIs as of year-end

Definition: This measures the number of community development financial institutions (CDFIs) certified by the
CDFI Fund as of the end of the fiscal year.

2001

1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

262 334 415 450 468 495 525

Performance Measure: Number of states/territories (and District of Columbia) to date with at least one CDFI
program awardee

Definition: This measures the number of U.S. states and territories that have at least one CDFI awardee. Itis a
cumulative number, from inception of the Funds.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
44 49 52 53 53 53 53
A-4 Department of the Treasury-- FY 2001 Performance Report




Appendix A: Full Report of Treasury's FY 2001 Measures by Strategic Goal

Economic Mission

Performance Measure: Number of organizations that receive technical assistance awards during the year

Definition: This measures the number of CDFIs that receive technical assistance grants during the year.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

70

88

87

80

84

95

86

Performance Measure: Non-Federal matching funds raised by CFDIs during the year (8 in millions)

Definition: This measures the dollar amount in millions of Non-Federal matching funds raised by CFDIs during
the year. The Fund requires that awardees receiving CDFI financial assistance grants obtain non-Federal

matching funds in the form and value similar to those provided by the Fund.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

52

55

185

110

105

Performance Measure: Number of CDFlIs receiving financial assistance from Treasury

Definition: Measures the number of CDFIs that received a financial assistance award during the year under the
Core, Intermediary, and Small and Emerging CDFI Assistance program (SECA) components. This excludes any
CDFIs receiving just a technical assistance award. The larger the number of CDFIs, the greater the impact they

will have in low-income and distressed areas.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

42

60

77

58

94

65

55

Performance Measure: Number of BEA applicants that submitted a final report that provided financial

assistance to CDFIs

Definition: This measure shows the number of Bank Enterprise Award (BEA) applicants who have submitted a
final report indicating they provided financial assistance to CDFIs. Since this is an incentive program, this

measure relates to applicant performance.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

130

164

181

111

115

Performance Measure: Increase in dollar amount of community development loans, investments and services
in distressed communities by BEA applicants that submitted a final report (assessment period over baseline

period) (8 in millions)

Definition: This measure shows the dollar increase in millions in the investments made by financial institutions
in distressed communities by all current-year Bank Enterprise Award (BEA) applicants that submitted a final

report. Since this is an incentive program, this measure relates to applicant performance.

2001
1998 Actual | 1999 Actual 2000 Actual 2002 Plan 2003 Plan
Plan Actual
-- -- 166 100 250 185 100
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Appendix A: Full Report of Treasury's FY 2001 Measures by Strategic Goal
Economic Mission

Performance Measure: Dollar amount of private sector investment in community development entities
resulting from New Markets Tax Credit Program

Definition: This new measure will show the amount of investments that Community Development Entities
(CDEs) receive from the private sector. The New Markets Tax Credit Program will spur economic growth in
low-income communities by providing income tax credits to CDEs. CDEs will attract investments from private
investors by providing them with a tax credit equal to a percent of the amount invested. CDEs will in turn invest
amounts received from the private investors in low-income communities in the form of investments and loans.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

baseline

baseline

tbd

Explanation of Shortfall: This is a new program, which has not yet been implemented, so no investments have
yet been made by CDEs.

Performance Measure: Number of first-time awardees under the Technical Assistance and Small and
Emerging CDFI Assistance components

Definition: This measures the number of awardees that have not previously received any award from the fund
and is an indicator of the number of smaller CDFIs receiving awards under the Technical Assistance and Small
and Emerging CDFI Assistance (SECA) components. By definition, SECA awardees cannot have received a
prior financial assistance award from the Fund, but may have received a prior technical assistance award.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

49

40

52

45

45

Performance Measure: Amount of financial assistance provided to CDFIs by BEA applicants that submitted
a final report ($ in millions)

Definition: This measure shows the dollar amount in millions of financial assistance provided by financial
institutions to CDFIs by all current-year Bank Enterprise Award (BEA) applicants that submitted a final report.

Since this is an incentive program, this measure relates to applicant performance.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

244

275

275

148

150

Office of the Comptroller of the Currency (OCC)

Performance Measure: Percentage of regulations and handbooks drafted that incorporate plain language

criteria

Definition: Percentage of final rules issued that incorporate at least one or more of the techniques outlined in the
Presidential Memorandum dated June 1, 1998.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
-- -- -- 100 100 100 100
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Appendix A: Full Report of Treasury's FY 2001 Measures by Strategic Goal
Economic Mission

Performance Measure: Percentage of on-time performance for processing corporate applications

Definition: The percentage is derived from non-protested applications for which on-time performance is
maintained. On-time performance is defined as processing applications within the targeted time frames the OCC
has established for each application type. A targeted time frame is a specified number of calendar days -- for
each application type -- from the date of receipt (or in some cases, publication of application by applicant
established by OCC). On-time has variations depending on application type and if the application qualifies for
expedited processing (applications filed by eligible banks qualify - with time frames specified in appropriate
sections of 12 CFR 5). Targeted time frames are published by the OCC and made available for all applicants in
the Comptroller's Corporate Manual.

2001
1998 Actual 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

95 95 96 95 96 95 95

Performance Measure: Statement of reasonable assurance under the FMFIA and substantial compliance
under the FFMIA is issued

Definition: The annual statement is a requirement based on Federal Manager's Financial Integrity Act (FMFIA)
and OMB Circular A-123 on the adequacy of agency management and accounting control systems based on an
ongoing review of controls. Providing a statement of assurance indicates the overall adequacy and effectiveness
of management controls in the OCC.

2001
1998 Actual 1999 Actual | 2000 Actual 00 2002 Plan 2003 Plan

Plan Actual

-- -- unmet meet unmet meet meet

Explanation of Shortfall: The performance goal was established based on a 2001 calendar year. The OCC
implemented a new financial management system on October 1, 2001, which was the final action needed to issue
a positive assurance statement with respect to FMFIA and Federal Financial Management Improvement Act
(FFMIA) requirements. Because OCC changed from a calendar year to fiscal year reporting, qualified assurance
for Section 4 FMFIA and noncompliance for FFMIA will be issued for 2001.

Performance Measure: Percentage of bank examinations conducted as scheduled

Definition: The percentage is derived from examinations past due divided by the number of examinations due
(except those approved exceptions related to conversions, mergers, system conversions, etc.)

2001
1998 Actual 1999 Actual | 2000 Actual 00 2002 Plan 2003 Plan

Plan Actual

92 92 98 95 94 100 100

Explanation of Shortfall: Due to OCC's conversion from a calendar year to a fiscal year, 2001 actual data is for
nine months (January - September 2001). As a result of the conversion and migration of data to a new
examination monitoring and tracking system, minor data inaccuracies caused a small percentage of examinations
to begin shortly after their "official" due dates under the Federal Deposit Insurance Corporation Improvement
Act. Thus, the OCC did not meet the target of 95% of bank examinations commencing as scheduled. During the
first part of the year, data integrity validation corrected the issue.

Performance Measure: Average time to process customer complaints and consumer inquiries (in days)

Definition: The average complaint processing time is determined by averaging the number of days from receipt
of a complaint to resolution of that complaint for all of the complaints resolved during a calendar quarter.

2001
1998 Actual 1999 Actual | 2000 Actual 00 2002 Plan 2003 Plan

Plan Actual

40 45 51 50 46 50 50
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Appendix A: Full Report of Treasury's FY 2001 Measures by Strategic Goal
Economic Mission

Performance Measure: Percentage of capital projects for major systems meeting funding, schedule and
performance targets

Definition: Achieving the milestones for the system implementations is key in providing a means for better
resource management in the OCC. The implementation milestones and deliverables are defined as part of the
program's work plan. Major systems include the Financial Management Information System and PeopleSoft
Human Resources System.

2001
Plan Actual

1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

- - -- 100 100 100 100

Performance Measure: Percentage of planned training accomplished

Definition: By September 30, 2001, 90% of the scheduled internal training sessions for time period January 1,
2001-September 30, 2001 have been held as planned.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

90

90

90

90

Office of Thrift Supervision (OTS)

Performance Measure: Percentage of thrift survey responses that rate the examination process as being
"satisfactory" or "better than satisfactory"

Definition: The customer service plan for the examination process was published in 1994. When an institution
receives a Safety and Soundness, Compliance, Community Reinvestment Act, or Information Systems
examination, it also receives a survey form, the purpose of which is to assess OTS's performance against the
customer service plan. The current survey form contains 11 questions, each measuring one aspect of the
performance of the examination team. The performance measure is calculated by dividing the number of surveys
that received a positive response by the number of surveys received during the period.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

99.0

98.4

99.0

95.0

98.8

95.0

tbd

Performance Measure: Percentage of regulatory staff who will receive at least 30 hours of training designed
to keep them current in regulatory issues and industry developments

Definition: One aspect of OTS's regulatory oversight is its focus on dynamic, needs-based employee training.
OTS's new Professional Development Program enables examiners to assess their training and development
needs, which in turn, identifies needed areas of training. OTS will calculate this measurement by dividing the
number of regulatory staff who received at least 30 hours of training by the total number of regulatory staff.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

69

60

28

60

tbd

Explanation of Shortfall: Two events had a detrimental effect on successfully completing this performance

measure: 1) the events of September 11, 2001 caused the cancellation of many training classes that would have
required air travel by the participants; 2) OTS's conversion to fiscal year for budget and GPRA purposes resulted
in the 2001 performance measures being calculated over a nine-month rather than a 12-month period. The three-
month shortfall was not envisioned at the beginning of 2001 when the target was set.
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Appendix A: Full Report of Treasury's FY 2001 Measures by Strategic Goal
Economic Mission

Performance Measure: Percentage of thrift institutions that, within sixty days of having received an
unsatisfactory safety and soundness rating, are either subject to a formal or informal enforcement action or
have had such action waived

Definition: OTS employs its enforcement powers to advance the agency's supervisory mission of maintaining a
safe and sound thrift industry. Most new enforcement cases focus on correcting unsafe and unsound practices in
thrifts before they result in the institution becoming undercapitalized. OTS computes this measure by using a
management report, prepared monthly, which tracks institutions that have been rated 4 or 5 and also tracks
whether these 4 or 5 rated institutions have received an enforcement action or decision for enforcement action
within 60 days of the examination report.

2001
Plan Actual

1998 Actual 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

-- 86.7 100 100 100 100 tbd

Performance Measure: Percentage of thrift institutions that, within sixty days of having received an
unsatisfactory compliance rating, are either subject to a formal or informal enforcement action or have had
such action waived

Definition: Each institution receives a compliance rating from 1 to 5 following its compliance examination, and
the ratings are entered into the Examination Data System (EDS). OTS measures this standard using a Thrift
Information Management (TIM) report. OTS computes this measure by tracking institutions that have been rated
4 or 5 and also tracking whether these 4 or 5 rated institutions have received an enforcement action or decision
for enforcement action within 60 days of the examination report.

2001
Plan Actual

1998 Actual 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

-- 100 100 100 100 100 tbd

Performance Measure: Percentage of OTS-regulated thrift institutions that are either at least adequately
capitalized, operating under an approved Capital Plan or PCA Directive, have been undercapitalized for less
than 150 days, or have received prior approval by the Deputy Director for exceeding the 150-day timeframe
for issuance of a PCA Directive

Definition: This measure addresses both of the objectives of Prompt Corrective Action (PCA): 1) to recapitalize
undercapitalized thrifts at the least cost to the deposit insurance fund; and 2) to do it "promptly." The statute
requires that institutions submit capital restoration plans within 45 days of becoming “undercapitalized,” and for
the agency to act on the capital plan within 60 days. OTS acts on capital plans through the issuance of a PCA
directive. The measurement allows 150 days from the thrift becoming “undercapitalized,” to issue the PCA
Directive. This time frame includes notification, capital plan submission, review, decision on the capital plan,
and issuance of the Directive.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
-- 99.9 100 100 100 100 tbd
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Economic Mission

Performance Measure: Number of service plans that met their standards divided by the total number of
service plans

Definition: OTS believes its primary stakeholders are the thrift institutions it charters, examines and supervises
and the customers these institutions serve. Customer Service Plans for the Examination Process, Congressional
Correspondence, Interpretive Opinions and Consumer Assistance have been published. Every office with a
published service plan reports to the OTS Ombudsman on a quarterly basis regarding whether it is meeting its
stated service standards. This measure is calculated by dividing the number of service plans that met their stated
goals 80 percent of the time by the total number of service plans.

2001

1998 Actual

1999 Actual

2000 Actual

Plan

Actual

2002 Plan

2003 Plan

83.3

80

100

100

50

100

tbd

Explanation of Shortfall: Standards in the Congressional Correspondence service plan were met 75% of the
time; the standards in the Consumer Assistance customer service plan were met 55% of the time. OTS projects
that the standards in the Congressional Correspondence Plan will be met during 2002 as the calculation period
will be 12 months (rather than 9 months as it is for 2001). During 2001 Compliance Policy successfully resolved
55% of all consumer complaints within 30 days and the average complaint was resolved in 33 days. As
Compliance Policy was not able to reliably confirm the "either/or" aspect of this performance measure, the
overall percentage success rate is being reported as 55%. During 2002, with the full implementation of OTS's
new Consumer Complaint System and subsequent system updates, OTS's tracking abilities will improve.

Performance Measure: Percentage of thrifts that received safety and soundness examinations of those
scheduled

Definition: OTS performs safety and soundness examinations of its regulated institutions based on the OTS
Examination Policy consistent with the requirements in Federal Deposit Insurance Corporation Improvement Act
(FDICIA) as amended by the Riegle Community Development and Regulatory Improvement Act of 1994.
Compliance (including Community Reinvestment Act), trust, holding company, and information systems
examinations, are conducted pursuant to internally generated examination frequency requirements. The measure
is calculated separately for each examination type by dividing the number of examinations that were conducted
by the number of examinations that were scheduled to be conducted. This measure will continue as an internal
operating measure only.

2001
Plan Actual

1998 Actual 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

96.6 97.9 98.3 95 100 discontinued

Performance Measure: Percentage of thrifts that received compliance examinations of those scheduled

Definition: OTS performs safety and soundness examinations of its regulated institutions based on the OTS
Examination Policy consistent with the requirements in Federal Deposit Insurance Corporation Improvement Act
(FDICIA) as amended by the Riegle Community Development and Regulatory Improvement Act of 1994.
Compliance (including Community Reinvestment Act), trust, holding company, and information systems
examinations, are conducted pursuant to internally generated examination frequency requirements. The measure
is calculated separately for each examination type by dividing the number of examinations that were conducted
by the number of examinations that were scheduled to be conducted. This measure will continue as an internal
operating measure only.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
98.3 99.3 98.6 95 100 discontinued
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Economic Mission

Performance Measure: Percentage of thrifts that received holding company examinations of those scheduled

Definition: OTS performs safety and soundness examinations of its regulated institutions based on the OTS
Examination Policy consistent with the requirements in Federal Deposit Insurance Corporation Improvement Act
(FDICIA) as amended by the Riegle Community Development and Regulatory Improvement Act of 1994,
Compliance (including Community Reinvestment Act), trust, holding company, and information systems
examinations, are conducted pursuant to internally generated examination frequency requirements. The measure
is calculated separately for each examination type by dividing the number of examinations that were conducted
by the number of examinations that were scheduled to be conducted. This measure will continue as an internal
operating measure only.

2001

1998 Actual

1999 Actual

2000 Actual

Plan

Actual

2002 Plan

2003 Plan

86.7

87.8

91.1

90

95

discontinued

Performance Measure: Percentage of thrifts that received information systems examinations of those

scheduled

Definition: OTS performs safety and soundness examinations of its regulated institutions based on the OTS
Examination Policy consistent with the requirements in Federal Deposit Insurance Corporation Improvement Act
(FDICIA) as amended by the Riegle Community Development and Regulatory Improvement Act of 1994.
Compliance (including Community Reinvestment Act), trust, holding company, and information systems
examinations, are conducted pursuant to internally generated examination frequency requirements. The measure
is calculated separately for each examination type by dividing the number of examinations that were conducted
by the number of examinations that were scheduled to be conducted. This measure will continue as an internal

operating measure only.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

102

90

100

discontinued

Performance Measure: Percentage of thrifts that received trust examinations of those scheduled

Definition: OTS performs safety and soundness examinations of its regulated institutions based on the OTS
Examination Policy consistent with the requirements in Federal Deposit Insurance Corporation Improvement Act
(FDICIA) as amended by the Riegle Community Development and Regulatory Improvement Act of 1994.
Compliance (including Community Reinvestment Act), trust, holding company, and information systems
examinations, are conducted pursuant to internally generated examination frequency requirements. The measure
is calculated separately for each examination type by dividing the number of examinations that were conducted
by the number of examinations that were scheduled to be conducted. This measure will continue as an internal

operating measure only.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
87.5 82.8 91.3 90 100 discontinued
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Performance Measure: Percentage of examination reports reviewed that are deemed generally consistent
with OTS examination policies and procedures

Definition: OTS believes that examination reports should effectively communicate safety and soundness
concerns to boards of directors, and that OTS's supervisory efforts should be responsive to thrift management's
concerns. OTS's Quality Assurance Program (QA) solicits input from thrift managers on examination issues and
the QA reviews a statistical sample of examination reports for clarity and consistency with national examination
policies. The performance measure is calculated by dividing the number of examination reports found to be
consistent with national policy by the total number of examination reports reviewed. This measure will continue
as an internal operating measure only.

2001

1998 Actual

1999 Actual

2000 Actual

Plan

Actual

2002 Plan

2003 Plan

99

100

100

99

99

discontinued

Performance Measure: Percentage of identified community development-related regulatory barriers
addressed (either investment authority or CRA)

Definition: Community development-related regulatory barriers would include barriers pertaining to both
investment authority and Community Reinvestment Act (CRA). Interpretations of, changes to, and guidance
about the subject regulations would be an acceptable means for addressing the regulatory barriers. With respect
to CRA, such guidance is generally done on an interagency basis, which frequently requires extensive
consultations. This measure has been discontinued on the grounds that OTS does not have sufficient control over
regulatory barriers to include barriers addressed as an OTS performance measure.

2001

1998 Actual 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

-- 73 57 65 50 discontinued

Explanation of Shortfall: At the end of the FY 2001, three regulatory barriers are pending. Two issues have
been referred to other regulatory agencies; one issue is being addressed on an interagency basis.

Performance Measure: Percentage of thrifts with less than satisfactory CRA ratings assigned to which OTS
offers or provides one-on-one community development related outreach and technical assistance to within 60
days of completion of the examination

Definition: Part of OTS's long-term strategic goal is to support the industry's efforts to meet its Community
Reinvestment Act (CRA) obligations. Thus, OTS offers technical assistance to each institution that receives a
"Needs to Improve" or lower CRA rating. The assistance will be offered by either the Community Affairs
program staff or the Compliance Examination staff. This measure will continue as an internal operating measure
only.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
-- 100 100 100 100 discontinued
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Performance Measure: Percentage of thrift participants to those targeted

Definition: Each year the Community Affairs staff establishes a program agenda for Washington and the
regional offices that set forth goals for the year that are approved by senior management. The purpose of the
Community Affairs program is to further OTS's long-term goal of supporting the thrift industry's efforts to meet
their Community Reinvestment Act obligations, and to provide safe and sound loans, investments and financial
services for low and moderate income individuals, communities, and other areas of greatest need. OTS will
measure how much was accomplished relative to what was planned. This measure will continue as an internal
operating measure only.

2001
Plan Actual

1998 Actual 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

- -- 45 50 71 discontinued

Performance Measure: Percentage of targeted new areas or groups reached

Definition: Each year the Community Affairs staff establishes a program agenda for Washington and the
regional offices that set forth goals for the year that are approved by senior management. The purpose of the
Community Affairs program is to further OTS's long-term goal of supporting the thrift industry's efforts to meet
their Community Reinvestment Act obligations, and to provide safe and sound loans, investments and financial
services for low and moderate income individuals, communities, and other areas of greatest need. OTS will
measure how much was accomplished relative to what was planned. This measure will continue as an internal
operating measure only.

2001
Plan Actual

1998 Actual 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

-- -- 96.5 90 131 discontinued

Explanation: Due to the hiring of an additional staff person in the national office during 2001, the Community
Affairs Program outreach efforts were substantially increased. As a result, a significant number of new areas and
new groups were reached during this period.

Performance Measure: Percentage of planned outreach, training, or partnership-building events OTS
sponsored or participated in

Definition: Each year the Community Affairs staff establishes a program agenda for Washington and the
regional offices that set forth goals for the year that are approved by senior management. The purpose of the
Community Affairs program is to further OTS's long-term goal of supporting the thrift industry's efforts to meet
their Community Reinvestment Act obligations, and to provide safe and sound loans, investments and financial
services for low and moderate income individuals, communities, and other areas of greatest need. OTS will
measure how much was accomplished relative to what was planned. This measure will continue as an internal
operating measure only.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
-- -- 100 90 104 discontinued
Department of the Treasury -- FY 2001 Performance Report A-13



Appendix A: Full Report of Treasury's FY 2001 Measures by Strategic Goal
Economic Mission

Performance Measure: Meet the application processing timeframes except when an application contains an
issue of law or policy

Definition: The mission of OTS applications program is to ensure that applications are processed within
established timeframes and that decisions are consistent with current OTS regulations and policies. All
applications, unless eligible for expedited treatment, should be processed to a decision within 60 days from the
date they are deemed complete, unless they raise issues of law or policy. Expedited applications should be
processed within 30 days from the date they are deemed complete. The performance measure is calculated by
dividing the number of applications that were processed within the established timeframes by the total number of
applications received. This measure will continue as an internal operating measure only.

2001

1998 Actual

1999 Actual

2000 Actual

Plan

Actual

2002 Plan

2003 Plan

98.9

98.3

98.1

98

99.6

discontinued

Performance Measure: Percentage of planned regulatory reinvention projects completed in question and

answer plain language format

Definition: One of OTS's continuing initiatives is to reduce the regulatory burden on thrifts and to rewrite our
regulations in plain language question and answer format. This format makes our regulations easier to
understand and enables savings institutions to find the information they need more quickly. The measure is
calculated by dividing the number of regulatory projects completed in plain language question and answer format
by the number of OTS regulatory projects planned to be completed in that format. This measure will continue as
an internal operating measure only.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

80

100

100

85

100

discontinued

Performance Measure: Number of new partnerships formed, activities/programs commenced or investments
made as a result of training, or partnership building activities

Definition: Each OTS regional office will follow up periodically with thrifts and others with whom it has
worked directly (through outreach, training, partnership building and one-on-one assistance) to determine
whether an investment was made, partnership was formed or activity commenced as a result of the office's work.
OTS will report on those investments, partnerships or activities that it becomes aware of.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

26

28

26

27

26

tbd

Performance Measure: The events participated in or presentations given by senior management on
community development related topics

Definition: Each regional office and Washington will track and report on the number of speeches and
presentations given by senior management that include significant discussion of community development related
topics. This measure will continue as an internal operating measure only.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
-- 25 23 25 25 discontinued
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Appendix A: Full Report of Treasury's FY 2001 Measures by Strategic Goal
Economic Mission

E2: Maintain U.S. Leadership on Global Economic Issues

U.S. Customs Service (Customs)

Performance Measure: Trade compliance level

Definition: The Trade Compliance Rate measure is expressed as a percentage of cargo entry lines that are
compliant in terms of the major transactions for the entire spectrum of imports. This measure is calculated by
dividing the total number of entry lines into the estimated total number of compliance entry lines based on
Compliance Measurement data.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

81

83

90

90

91

90%

tbd

Explanation of FY 2003 Plan: Customs's FY 2003 Annual Performance Plan was under review at the time of

publication.

Performance Measure: Compliance with trade laws in key industries

Definition: The Trade Compliance Level for Primary Focus Industries (PFI) is calculated to be the total number
of compliant lines as a percentage of total number of entry lines for individual PFI and/or for all PFI combined.
Both the numerator and the denominator in the calculation are estimated using Compliance Measurement data.
This measure is expressed in terms of major transaction definitions of discrepancies.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

84

85

91

93

91

94%

tbd

Explanation of Shortfall: The measure of trade compliance for PFI's is based on statistically valid random
examination of cargo. Results have remained constant for the last three years. Minor fluctuations of data are
normal and to be expected. Studies have suggested that Customs re-assess the planned targets because Customs
may have maximized compliance as measured through this methodology.
Explanation of FY 2003 Plan: Customs's FY 2003 Annual Performance Plan was under review at the time of

publication.

Performance Measure: Compliance with NAFTA

Definition: The compliance rate is the percentage of North American Free Trade Agreement (NAFTA)

compliance measurement exams that were found to be valid based on a verification of the claim.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

94

94

94

95

96

95

tbd

Explanation of FY 2003 Plan: Customs's FY 2003 Annual Performance Plan was under review at the time of

publication.

Performance Measure: Compliance with key export requirements: accounts

Definition: The percentage of total numbers of bills of lading filed timely compared to late filed documents.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

baseline

92.5

92.0

tbd

Explanation of FY 2003 Plan: Customs's FY 2003 Annual Performance Plan was under review at the time of

publication.
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Economic Mission

Performance Measure: Number of seizures for outbound licensing violations

Definition: The number of seizures of Outbound Licensing Violations includes the number of outbound
violations of the following sets of regulations: Interdiction of Traffic and Arms Regulations; Export
Administration Regulations and Office of Foreign Assets Control for economic sanctions against countries
identified as hostile to U.S. interests. The number is the number of incidents, not articles.

2001

1998 Actual

1999 Actual

2000 Actual

Plan

Actual

2002 Plan

2003 Plan

1,798

1,067

736

695

827

730

tbd

Explanation of FY 2003 Plan: Customs's FY 2003 Annual Performance Plan was under review at the time of
publication.

Performance Measure: Stolen vehicles seized

Definition: The number of stolen vehicles seized annually by Customs officers that are intended to be exported

from the United States. Included are the seized vehicles that are intended to be exported and would result in
being stolen subsequent to the export because of fraud.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

816

667

750

463

800

tbd

Explanation of Shortfall: The shortfall can be attributed to a change in smuggling techniques being used.
Explanation of FY 2003 Plan: Customs's FY 2003 Annual Performance Plan was under review at the time of

publication.

Performance Measure: Qutbound enforcement targeting effectiveness

Definition: Outbound enforcement targeting effectiveness is the total number of positive examinations divided
by the total number of targeted examinations. This measure captures the targeting effectiveness for all manually
targeted exams recorded in the Outbound Targeting and Tracking System and all other exams targeted by the
Automated Export System. Both sets of data are combined and a percentage expressed. Data supporting this
measure is extracted into the Operations Management Reports.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

11.0

11.5

9.3

8.0

9.54

10

tbd

Explanation of FY 2003 Plan: Customs's FY 2003 Annual Performance Plan was under review at the time of

publication.

Performance Measure: Number of AES participants

Definition: The number Automated Export System (AES) participants are unique exporters represented by filers
on their behalf, who participate in AES.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
7,652 33,665 222,619 250,000 490,053 275,000 tbd
Explanation of FY 2003 Plan: Customs's FY 2003 Annual Performance Plan was under review at the time of
publication.
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Departmental Offices (DO)

Performance Measure: Economic conditions in developing countries

Definition: This measures the overall percent change in Gross Domestic Product (GDP) from the prior calendar
year for all developing countries.

CY 2001

CX :9918 CX :9919 CX %O(io CY 2002 Plan | CY 2003 Plan
ctua ctua ctua Plan ACtllal

3.5 39 5.8 GDP growth 4.0 GDP growth | GDP growth

Performance Measure: Level of U.S. direct investment abroad (3 in billions)

Definition: Direct investments are those where the U.S. investor owns more than 10% of the equity in a foreign

company.
CY 2001
CZ 19918 CZ 19919 CX 20(10 CY 2002 Plan | CY 2003 Plan
ctua ctua ctua Plan Actual
data not
1,014 1,131 1,245 growth available growth growth

Explanation of FY 2001 Actual: Data will not be available until July 2002.

Performance Measure: U.S. meets current financing commitments and pays all arrears to multilateral

development banks (8 in millions)

Definition: This measures the amount of unpaid commitments (arrears) the U.S. owes to the multilateral
development banks.

FY 2001
FZ 19918 FZ 19919 FZ 20010 FY 2002 Plan | FY 2003 Plan
ctua ctua ctua Plan Actual
638 335 451 499 499 533 355

Performance Measure: Economic conditions in transitional countries

Definition: This measures the overall percent change in Gross Domestic Product (GDP) from the prior calendar

year for all transitional countries.

CY 2001

CX :9918 CX :9919 C: fO(io CY 2002 Plan| CY 2003 Plan
ctua ctua ctua Plan ACtual

-0.8 3.6 6.3 GDP growth 4.9 GDP growth | GDP growth

Performance Measure: Dollar value of U.S. exports of goods and services (3 in billions)

Definition: This measures the value of goods and services the U.S. exports to other countries.

CY 1998
Actual

CY 1999
Actual

CY 2000
Actual

CY 2001

Plan

Actual

CY 2002 Plan

CY 2003 Plan

933

957

1,066

1,000

1,004

growth

growth

Performance Measure: Economic conditions in foreign countries that are major U.S. trading partners -
European Union (Euro Area)

Definition: This measures the percent change over the prior year in gross domestic product of the European
Union (Euro Area) - a major U.S. trading partner.

CY 2001
RS IR inscall I e CY 2002 Plan | CY 2003 Plan
ctua ctua ctua Plan Actual
2.9 2.6 34 GDP growth 1.5 GDP growth | GDP growth
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Performance Measure: Economic conditions in foreign countries that are major U.S. trading partners -
China

Definition: This measures the percent change over the prior year in gross domestic product of China - a major
U.S. trading partner.

CY 2001
CZ 19918 CZ 19919 Cz 2020 CY 2002 Plan | CY 2003 Plan
ctua ctua ctua Plan Actual
7.8 7.1 7.7 GDP growth 7.3 GDP growth GDP growth

Performance Measure: Economic conditions in foreign countries that are major U.S. trading partners -
United Kingdom

Definition: This measures the percent change over the prior year in gross domestic product of the United
Kingdom - a major U.S. trading partner.

CY 2001

CX :9918 CX :9919 CX fO(iO CY 2002 Plan| CY 2003 Plan
ctua ctua ctua Plan ACtllal

3.0 2.1 3.0 GDP growth 2.4 GDP growth | GDP growth

Performance Measure: Economic conditions in foreign countries that are major U.S. trading partners -
Mexico

Definition: This measures the percent change over the prior year in gross domestic product of Mexico - a major
U.S. trading partner.

CY 2001
CX ,[19918 CX ,[19919 CZ %O(io CY 2002 Plan | CY 2003 Plan
ctua ctua ctua Plan Actual
5.0 3.7 6.7 GDP growth 0.0 GDP growth GDP growth

Explanation for CY 2001 Actual: Economic growth in other countries is determined by a range of factors
outside of the control of the United States or the Treasury Department. While the Secretary encourages his
counterparts in other countries to take steps to promote economic growth, their governments bear the
responsibility for addressing their own economic problems and challenges.

Performance Measure: Economic conditions in foreign countries that are major U.S. trading partners -
Japan

Definition: This measures the percent change over the prior year in gross domestic product of Japan - a major
U.S. trading partner.

CY 2001
CZ 19918 CZ 19919 CX 20(10 CY 2002 Plan | CY 2003 Plan
ctua ctua ctua Plan Actual
-1.0 0.7 2.2 GDP growth -0.4 GDP growth GDP growth

Explanation for CY 2001 Actual: Economic growth in other countries is determined by a range of factors
outside of the control of the United States or the Treasury Department. While the Secretary encourages his
counterparts in other countries to take steps to promote economic growth, their governments bear the
responsibility for addressing their own economic problems and challenges.
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Performance Measure: Economic conditions in foreign countries that are major U.S. trading partners -

Canada

Definition: This measures the percentage change over the prior year in gross domestic product of Canada - a
major U.S. trading partner.

CY 2001
CZ 19918 CZ 19919 Cz 2020 CY 2002 Plan | CY 2003 Plan
ctua ctua ctua Plan Actual
3.9 5.1 4.4 GDP growth 1.5 GDP growth GDP growth
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Financial Mission

F1: Manage the Federal Government's Accounts

Financial Management Service (FMS)

Performance Measure: FMS will collect electronically the total dollar amount of Federal government
receipts

Definition: This measure considers the percentage of government collections that are collected by electronic
mechanisms (Electronic Federal Tax Payment System, Plastic Card, FEDWIRE Deposit System, Automated
Clearinghouse) compared to total government collections.

2001

1998 Actual

1999 Actual

2000 Actual

Plan

Actual

2002 Plan

2003 Plan

68.5

72

75

78

75.3

80

80

Explanation of Shortfall: The FY 2001 goal was not met because economic conditions and the events on
September 11 resulted in the current users of the Electronic Federal Tax Payment System (EFTPS) making
smaller tax payments by Electronic Funds Transfer (EFT) than expected. In September 2001, Treasury launched
EFTPS On-line which will enable taxpayers to make payments over the Internet. It is expected that this will
increase EFTPS usage in the future.
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F2: Ensure All Federal Payments are Accurate and Timely

Financial Management Service (FMS)

Performance Measure: FMS will make paper check and electronic funds transfer (EFT) payments on time

Definition: This measure rates the effectiveness of the payments issuance process. "On time" means that FMS
releases checks to the U.S. Postal Service and EFT payments to the Federal Reserve Bank such that normal

delivery by them will result in timely receipt by the payees. Indicator is the percent on time.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

100

100

100

100

Performance Measure: FMS will make paper check and electronic funds transfer (EFT) payments

accurately

Definition: The measure is the percentage of check and EFT payments that FMS makes which are not duplicate

or double payments.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

100

100

100

100

Performance Measure: FMS will adjudicate forgery and non-receipt check claims within 14 days

Definition: This measure assesses the efficiency of claims processing. Adjudication is a segment of the entire
process. The measure records the time it takes a claims analyst to make a determination to settle, deny or to defer
a final disposition of the claim pending the receipt of additional information and/or investigative reports and

reports the percent adjudicated within 14 days.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

82.2

93.5

98.2

90

96.5

90

93

Performance Measure: FMS will process electronic funds transfer (EFT) claims in one day

Definition: FMS downloads EFT trace requests. The claims staff either mails the requests to the financial
institutions or contacts the financial institutions by telephone. This contacting process takes place within one

day. Indicator is the percent processed in one day.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

100

100

100

100

Performance Measure: FMS will make Treasury payments and associated information electronically

Definition: This measure shows the percent portion of the total volume of payments which are made
electronically by FMS. Electronic payments include transfers made through the automated clearinghouse and
wire transfer payments made through the FEDWIRE system.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
63 68 70 72 72 73 73
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Financial Mission

F3: Provide Accurate and Timely Financial Information and

Support the Government-wide Implementation of Accounting Standards

Financial Management Service (FMS)

Performance Measure: FMS will issue accurate government-wide accounting reports

Definition: All government-wide financial data that FMS publishes relating to U.S. Treasury cash-based
accounting reports (i.e., the Daily Treasury Statement, the Monthly Treasury Statement, and the Annual

Combined Report) will be 100% accurate.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

100

100

100

100

Performance Measure: FMS will issue government-wide accounting reports on time

Definition: All government-wide financial data that FMS publishes relating to U. S. Treasury cash-based
accounting reports (i.e., the Daily Treasury Statement, the Monthly Treasury Statement, and the Annual

Combined Report) will be on time 100% of the time.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

100

100

100

100

Performance Measure: Percentage of reporting ALCs of Federal organizations with central audit differences

less than six months old

Definition: This measure tracks the number of reporting Agency Location Codes (ALCs) central audit

(deposit/payment) differences less than six months old.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

95

97

95

95

Performance Measure: Percentage of Federal agency reports for the Financial Report of the U.S.

Government processed by FMS within the established standard range

Definition: FMS collects and compiles the Federal agency financial statements for the Financial Report of the
U.S. Government. The reports are processed with specified data validity checks. FMS measures its processing

performance against the established standard range.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

81

92

98

99

Not available

100

100

Explanation: Performance data is not available until April 2002. FY 2000 data, which was not available at the
time of publication of the FY 2000 Program Performance Report, is reported here.

Department of the Treasury -- FY 2001 Performance Report

A-25



Appendix A: Full Report of Treasury's FY 2001 Measures by Strategic Goal
Financial Mission

Performance Measure: FMS will receive an unqualified audit opinion on FMS's Schedule of Non-entity
Assets, Non-entity Costs, Non-entity Custodial Revenues, and the Schedule of Non-entity Cash

Definition: FMS receives an unqualified opinion when the Schedule of Non-entity Assets, Non-entity Costs, and
Non-entity Custodial Revenues and the Schedule of Non-entity Cash present fairly, in all material respects, the
activity of the Treasury Managed Accounts that make up the schedules. The management of the Treasury
accounts that make up the schedule is critical to obtaining a clean/unqualified audit opinion on the Department-
wide financial statements as well as the Financial Report of the U.S. Government. For this reason, FMS
established a performance measure for the audit opinion on FMS's financial audit.

2001

1998 Actual 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

- - -- 100 100 100 100

Performance Measure: Percent decrease in unresolved prior year recommendations and audit findings that
prevent a clean opinion on the audit of the Financial Report of the U.S. Government (until 1998, known as
the CFS)

Definition: FMS measures improvements in the accuracy and integrity of the Consolidated Financial Statement
(CFS) process through the decrease or elimination of the number of material and non-material CFS "audit"
findings, in order to achieve an unqualified "clean" audit opinion. FMS determined that this measure was
redundant and no longer relevant. FY 2002, FMS replaced this measure with new measures that are more
indicative of FMS performance in this activity.

1998 Actual

1999 Actual

2000 Actual

2001

2002 Plan

Plan

Actual

2003 Plan

70

0

discontinued

Explanation: FY 2000 data was not available at the time of publication of the FY 2000 Program Performance
Report and is reported here. The FY 2000 targeted reduction was 5%, based on 3 outstanding material
weaknesses. Although GAO noted great progress towards resolution of the 3, they remained for the FY 2000
Financial Report. For FY 2001 this measure narrowly focused on one report was replaced with new broader
measures better reflecting overall performance.
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F4: Collect Revenue Due to the Federal Government

Alcohol, Tobacco & Firearms (ATF)

Performance Measure: Taxes/fees collected from alcohol, tobacco, firearms and explosives industries
(8 in billions)

Definition: This includes revenue collected through alcohol, tobacco, firearms and ammunition excise taxes,

firearms and explosive license/permit fees, transfer taxes and special occupation taxes.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

12.4

12.1

14.1

13.6

14.0

13.6

14.4

Performance Measure: Percent of entities filing electronically

Definition: The percent of alcohol, firearms, and tobacco customers and taxpayers that use electronic filing

instead of paper filing.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

0

A1

1

1

Explanation for FY 2001 Plan: This was a pilot project in FY 2001. There were six participants in the pilot.

Performance Measure: Taxes and fees collected per dollar of collection expense

Definition: The amount of taxes and fees collected divided by the amount of resources expended to collect

them.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

248

193

207

200

271

200

211

U.S. Customs Service (Customs)

Performance Measure: Revenue collection compliance rate

Definition: The revenue collection measure is calculated using the net revenue underpayment estimated from
the Compliance Measurement program and total revenue payment obtained operationally. It is the total revenue
payment as a percentage of the sum of the total revenue payment and net revenue underpayment. The sum in the
denominator of the calculation reflects the total amount that Customs could have collected if all imports were

compliant in reporting applicable duties, taxes and fees.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

98.7

99.0

98.7

99.0

99.1

99

tbd

Explanation of FY 2003 Plan: Customs's FY 2003 Annual Performance Plan was under review at the time of

publication.
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Financial Management Service (FMS)

Performance Measure: FMS will increase to 75% the amount of delinquent debt that is referred to Treasury
for collection, as compared to the amount of delinquent debt that is eligible for referral

Definition: The Debt Collection Improvement Act of 1996 requires (with some exceptions) that all Federal
program agencies refer delinquent debt over 180 days old to Treasury for collection offset and cross-servicing.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

71

&3

75

&9

75

85

Performance Measure: FMS will increase debt collection through all available tools from the FY 1998
baseline of $1.988 billion to $2.4 billion

Definition: The measure provides information on the total amounts collected through debt collection tools
operated by FMS. The tools include: offset and levy under the Treasury Offset Program (TOP) of cross-
servicing tools such as, private collection agencies, demand letters, and credit bureau reporting. In FY 2001,

FMS also offsetted benefit payments under TOP.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

1.988

2.631

2.629

2.300

2.692

2.600

2.800

Internal Revenue Service (IRS)

Performance Measure: Percentage of AUR quality

Definition: Quality of all Automated Underreporter (AUR) account actions as a result of taxpayer inquiries or
internal requests (paper only - post review) expressed as a percent. The AUR system identifies reporting
discrepancies on filed returns.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
-- -- 93 94 95 97 97
Performance Measure: Number of returns examined (Service Center examinations)
Definition: Number of closures produced in Service Center examination.
2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
-- -- 394,754 558,655 650,376 575,216 758,604
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Performance Measure: Number of returns closed (Coordinated Industry)

Definition: All Coordinated Industry corporate returns closed. A Coordinated Industry case consists of one or
more tax years of the primary taxpayer (usually a large corporation return) plus all related returns examined in

conjunction with the primary taxpayer.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

3,096

3,831

3,710

3,453

3,477

Explanation of Shortfall: The increase in cases examined in FY 2001, as compared to FY 2000, is attributed to
a large number of staff re-directed to case examination. In FY 2000, a large number of staff in Large/Mid Size
Business were engaged in design team activities focused on organization and stand up. For FY 2002, Large/Mid-
Size Business exam teams will receive new tax computation software for corporate returns that will expedite
computation of proposed deficiencies, resulting in a reduction in employee burden, taxpayer burden and overall
cycle time. In addition, efforts to redesign the post-filing examination processes will continue in FY 2002.

Performance Measure: Appeals cases closed

Definition: This measures Appeals production and output.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

61,507

54,986

73,013

54,748

67,560

97,193

Explanation of Shortfall: During FY 2001, the IRS Appeal division workload continued to shift from
examination to predominantly collection-type work, including Collection Due Process. In response to this
change in workload, Appeals diverted its resources. The impact contributed to an increase in cycle time and
subsequently lower-than-planned productivity. For FY 2002, one of Appeals' operational priorities is to reduce
the backlog of Collection cases, including Collection Due Process.

Performance Measure: Number of TAS cases closed

Definition: The total number of cases worked in the Taxpayer Advocate Service (TAS) and closed on the

Taxpayer Advocate Management Information System.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
-- 294,993 237,885 244,941 248,011 252,289 256,552
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Performance Measure: ACS closures - Taxpayer Delinquent Accounts

Definition: Number of entity closures produced in the Automated Collection System (ACS) (minus systemic
reductions)

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

-- 2,874,093 1,052,221 1,087,400 1,006,600 1,012,628 1,150,424

Explanation of Shortfall: The original FY 2001 target of 1,655,000 was determined to be flawed after
identification of a systemic problem within the management information system that caused a double count of
systemic closures, inflating the base used to develop the FY 2001 target. Systemic closures are not included in
the actual count reported for FY 2001. Upon discovery, a more accurate target of 1,087,400 was determined.
The target also was not met due to an increase in overall case processing time due to the 1998 Restructuring and
Reform Act Legislation related requirements. In addition, the learning curve for adjustment processing and other
new work items in the Automated Collection System inventory causes more time per case to be spent. In

FY 2002, improved process training on selected inventories will enhance employee skills. In addition, the
completion of the migration of Individual Master File and Business Master File to designated sites coupled with
full implementation of Integrated Case Processing capabilities and enterprise call routing are expected to be
factors in the productivity increases planned.

Performance Measure: Electronic Federal tax payments (in millions)

Definition: Total number of electronic payments processed through the Electronic Federal Tax Payment System
(EFTPS).

2001
1998 Actual 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

-- 553 63.4 67.5 64.4 67.4 69.6

Explanation of Shortfall: The original forecast of 67.5 million was based on filing experience through February
2000. Later forecasts had the benefit of 11 more months of actual filing experience and showed that 64.7 million
was a more realistic target. Another uncertainty in the original forecast included an estimate of the impact of IRS
formally eliminating the magnetic tape filing option - a step that was not fully completed at the time the initial
forecast was provided. In FY 2002, IRS plans to continue promotion of easy to use payment options with the
expectation that taxpayer demand calls for increased use of electronic commerce options when transacting with
the IRS.

Performance Measure: Employee Plans and Exempt Organization determination letters

Definition: Cases established on the Determination System (EDS) and closed on that system regardless of type
of case or type of closing. (Prior to FY 2000, cases closed on EDS that successfully posted to the Application
Control System were the data source.)

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

-- 114,598 109,461 121,000 109,326 190,800 215,300

Explanation of Shortfall: The planned number of determination case disposals was predicated on the projected
volume of application receipts. The shortfall was primarily due to an unexpected shortfall in receipts for plan
amendments under new pension laws. Those receipts are expected in the first quarter of FY 2002 and will
increase both receipts and cases closed for FY 2002. Determination closures were slightly (less than 2%) below
plan due to an increase in time applied per case associated with new agent hires. The establishment of dedicated
determination groups in FY 2002 should result in improvements in determination consistency and productivity.
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Performance Measure: Toll-free tax law quality

Definition: Percent of customers receiving accurate responses to their Tax Law inquiries.

2001
Plan Actual

1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

93.8 74 73 74 75 78 82

Performance Measure: Percentage of individual returns filed electronically

Definition: This measures the number of electronically filed individual returns divided by the total returns filed.
Includes all returns where electronic filing is permitted. (Practitioner e-file, telefile, VITA [volunteer income tax
assistance], online filing, federal/state returns, etc.)

2001
Plan Actual

1998 Actual 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

19.8 23.4 27.8 32.6 30.7 35.0 39.0

Explanation of Shortfall: Failure to meet the projection can be attributed to two factors: 1) the level of growth
expected when developing projections (based on past experience) did not materialize and; 2) TeleFile accepted
returns showed a decrease of 14.37% over last year due to several factors. Contributors include: problems
experienced with the print vendor, not marketing to the total population of qualified taxpayers (taxpayers who
used a practitioner were eliminated), tax packages printed with incorrect customer service numbers, and minor
systemic problems with the TeleFile system. All of these problems are expected to be resolved for the FY 2002
filing season. Also, in FY 2002, IRS plans to continue advertising and marketing electronic filing and expand
programs such as electronic signature, electronic payment options, and include more forms and schedules
available to taxpayers, all in an effort to ensure that participation in electronic filing continues to grow.

Performance Measure: Field Collection - number of cases closed - Taxpayers Delinquent Investigations

Definition: This measure reflects actual taxpayer delinquent investigation removed from the active inventory.

2001

1998 Actual

1999 Actual

2000 Actual

Plan

Actual

2002 Plan

2003 Plan

255,862

166,808

144,764

146,211

119,451

107,119

135,941

Explanation of Shortfall: Closures were impacted by the increased complexity of Small Business/Self
Employed inventory, staffing decline in previous years, Collection Due Process procedures, resource shift to
work Offer In Compromise cases, and additional process steps still in place from the Restructuring and Reform
Act of 1998. Significant improvements should be realized in FY 2002 when the new Revenue Officers hired in
FY 2001 (475) reach their full working level. In addition, specific initiatives for FY 2002 include reduction of
Revenue Officer details to other functions, implementation of the Inventory Replacement initiative, continued
training of FY 2001 hires and development of a hiring plan for the latter part of the fiscal year.
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Performance Measure: Toll-free level of service

Definition: This measures the relative success rate of taxpayers who are calling for our toll-free services and
intend to speak with a live assistor (percent of calls to toll-free telephone assistance lines answered by customer
assistor personnel.

2001

1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

69.7 533 59.0 63.4 56.4 71.5 76.3

Explanation of Shortfall: The level of service for the full fiscal year was significantly affected by the large
volume of calls during July, August and September due to the special advance refund, resulting in longer wait
times and a lower than planned assistor level of service despite answering approximately the planned number of
assistor calls. During the filing season period, which ended before the special refund calls began to come in,
assistor level of service was at 64%, an increase of 5.13 percent from FY 2000 filing season level. The fiscal
year variance from target was caused primarily by longer handle times for account calls, which in turn is partly
due to the diversion of more simple calls to automated services. Actions to improve performance in this area in
FY 2002 include: providing additional staff to answer more calls during core hours of operation and entering
into a study to identify and address reasons for the increase in Average Handle Time.

Performance Measure: Service Center examination quality

Definition: This measures the accuracy rate of information provided to taxpayers through the Service Center
Examination and Automated Substitute for Returns programs as a percentage of quality of actions taken while
working service center examination cases.

2001

1998 Actual 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

-- 91 70 72 71 74 76

Explanation of Shortfall: Timeliness in case processing is the driver in failure to meet the target in this area.
Backlogged inventories of overage correspondence (83%) caused by the loss of more experienced examiners
through attrition (learning curve of new examiners is a contributing factor in age of cases) are impacting the
quality level by as much as 20 points out of 100. Improvements planned for FY 2002 include engaging front line
employees and managers in determining business and system requirements, redesign of content and delivery of
the Internal Revenue Manual and providing enhanced research tools.

Performance Measure: AUR closures

Definition: Total number of closures of Automated Underreporter (AUR) cases. The AUR system identifies
reporting discrepancies on filed returns.

2001

1998 Actual

1999 Actual

2000 Actual

Plan

Actual

2002 Plan

2003 Plan

3,367,086

2,888,900

2,859,000

2,511,424

2,919,980

2,963,730

Explanation of Shortfall: An eight-week delay in starting the Tax Year 1999 inventory due to a systemic
problem coupled with a reduction in screenout closures (29% versus the planned 40%) attributed to an inventory
shift between the Small Business/Self-Employment and Wage & Investment units. These were direct
contributors in the failure to meet the target. In FY 2002, initiatives to complete the plan include: completion of
the workload migration plan, application of additional staff to work the inventory and testing plans to rotate the
document matching selection criteria to expand coverage and improve voluntary information return reporting on
individual income tax returns.
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Performance Measure: Field Collection quality

Definition: This measures the average overall quality rating of Field Collection cases reviewed by the
percentage score awarded to a reviewed Collection case by third-party reviewer using the IRS Collection Quality
Measurement System quality standards.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

-- 86.0 84.0 86.4 84.0 85.4 86.8

Explanation of Shortfall: The drop in the quality rate can be traced to a decrease in the documentation and
compliance check standard. Small Business/Self-Employed has formed a team to review the Collection Quality
Measurement System processes, including the standards and methodology used to compute the score while the
Collection Re-engineering team is considering providing relief by easing the documentation standards. Plans to
reach the FY 2002 target include improvement in the content and delivery of the Internal Revenue Manual,
targeted training opportunities for employees and managers, procedural improvement and a plan to test the
concept of imbedded quality.

Performance Measure: ACS level of service

Definition: The percentage of calls attempted (demand) compared to number of calls answered (calls which are
abandoned after having been answered but while in queue for the next available assistor are not included in the
count of calls answered) in Automated Collection System (ACS).

2001
1998 Actual 1999 Actual | 2000 Actual 00 2002 Plan 2003 Plan

Plan Actual

-- 81 79 80 77 80 80

Explanation of Shortfall: The target was not met in FY 2001 due to the following factors: incoming script
choices confusing to the taxpayer, and restrictions to call routing capability that caused excessive taxpayer wait
times. IRS plans to continue focus on improving our service with additional enhancement in FY 2002. Fine
tuning the enterprise-wide call routing capability and rolling out an initial round of data directed routing
capability to refine the type of calls answered in ACS. Coupled with our intent to increase access to more self-
service applications will allow us to maximize our existing resources.

Performance Measure: ACS closures - TDI

Definition: Number of Taxpayer Delinquent Investigations (TDI) entity closures produced in the Automated
Collection system (ACS).

2001
1998 Actual 1999 Actual | 2000 Actual 00 2002 Plan 2003 Plan

Plan Actual

~ 1,828,885 412,150 400,376 297,791 317,906 TBD

Explanation of Shortfall: The IRS original target of 752,000 was determined to be flawed after identification of
a systemic problem with a management information system that caused a double count of systemic closures,
inflating the base used to develop the FY 2001 target. The corrected target is 400,376. The target was not met
due to insufficient staff to answer increased telephone call volumes. Also impacting closures in this area were
delays in hiring, greater focus placed on Taxpayer Delinquent Account inventories and suspension of the 6020(b)
program (which gives IRS the authority to prepare a return for the business taxpayer) which did not resume until
July 2001. While call site consolidation planned for FY 2002 will provide some relief to staffing needs, TDIs
will continue to remain a low priority inventory item and without an enforcement alternative, expectations are
productivity will remain stable.
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Performance Measure: Field Collection - Number of cases closed - Taxpayers Delinquent Accounts

Definition: This measure reflects actual taxpayer delinquent account dispositions (removed from active

inventory).
2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
1,319,491 951,984 771,455 846,800 757,392 804,085 1,088,967

Explanation of Shortfall: Closures were impacted by the increased complexity of Small Business/Self
Employed unit inventory, staffing decline in previous years, Collection Due Process procedures, resource shift to
work Offer In Compromise cases, and additional process steps still in place from the Restructuring and Reform
Act of 1998. Significant improvements should be realized in FY 2002 when the new Revenue Officers hired in
FY 2001 (475) reach their full working level. In addition, specific initiatives for FY 2002 include reduction of
Revenue Officer details to other functions, implementation of the Inventory Replacement initiative, continued
training of FY 2001 hires and development of a hiring plan for the latter part of the fiscal year.

Performance Measure: Number of Private Letter Rulings issued

Definition: This measures the rulings by IRS Office of the Chief Counsel letters about tax treatment of
particular matter before a taxpayer's return is filed. It is the total number of Private Letter Rulings (PLRs)
completed by the Office. PLRs are written statements that address specific, tax-related issues pertaining to the
taxpayer and the IRS about tax treatment of particular matters before a taxpayer's return is filed. They reduce
taxpayer burden, eliminate controversy, and enhance voluntary compliance, even before the taxpayer is involved.
Private letter ruling is the largest single program in Chief Counsel.

2001

1998 Actual 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

1,913 1,920 2,428 2,000 2,100

Performance Measure: Number of Taxpayer Advocacy projects

Definition: This measures the total number of Operating Division Taxpayer Advocate projects which an
operational issue is identified that adversely affects a group of taxpayers.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
-- -- 88 88 92 88 88
Performance Measure: IRS Digital Daily Hits (in billions)
Definition: Measures the number of visits to the IRS Internet Web Site (www.irs.gov).
2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
-- 1.15 1.6 2.0 2.6 2.5 3.0

Performance Measure: 7oll-free accounts quality

Definition: This measures the percent of customers receiving accurate responses to their account inquiries in
administrative accuracy (internal) and customer satisfaction (external).

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
87.9 81.7 60.0 63.0 69.2 72.0 78.0
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Performance Measure: Field Examination case quality score

Definition: This measures the score awarded to reviewed Field Examination cases by a third-party reviewer on
meeting quality standards. The percent score awarded to a reviewed Field Examination case by a third-party
reviewer using the IRS Examination Quality Measurement System (EQMS) quality standards.

2001

1998 Actual

1999 Actual

2000 Actual

Plan

Actual

2002 Plan

2003 Plan

65

58

60

70

72

72

Performance Measure: TAS casework quality index

Definition: This measures the average percent quality rating of Taxpayer Advocate Service (TAS) cases
reviewed. A tool to measure effectiveness in meeting customer expectations based on a random sample of cases
reviewed and scored against customer service standards of timeliness, accuracy, and communication.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

79.0

65.0

68.3

72.0

80.0

90.0

Performance Measure: Individual return examinations greater than $100,000

Definition: Number of Individual (Form 1040) returns closed through a time period from the beginning of the
fiscal year with a total positive income or total gross receipts greater than $100,000.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

103,400

94,638

63,217

113,699

50,827

54,468

78,048

Explanation of Shortfall: The original plan assumed increases in resources; percentages of direct time applied,
and reduction in the time per return. These improvements were not realized resulting in fewer returns closed.
Immediate emphasis has been placed on building and maintaining optimal inventory levels, case management,
and issuance of revised program guidance. Improvements in FY 2002 are expected from the hiring of additional
resources (565 Revenue Agents and 108 Tax Compliance Officers hired in FY 2001) and decrease of compliance
support of the filing season.

Performance Measure: Individual return examinations less than $100,000

Definition: Number of individual (Form 1040) returns closed from the beginning of the fiscal year with a total
positive income or total gross receipts less than $100,000.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

375,100

289,698

187,891

152,964

145,144

122,313

157,844

Explanation of Shortfall: Reasons for the decline in Field Examination closures include reduction in staff from
original budget, mix of staff applied, hours per return higher than planned, direct examination time lower than
planned, and insufficient work-in-process. Immediate emphasis has been placed on building and maintaining
optimal inventory levels, case management, and issuing program guidance. An Examination re-engineering
effort has been initiated to identify improvement opportunities. Improvements in FY 2002 are expected from the
hiring of additional resources (565 Revenue Agents and 108 Tax Compliance Officers hired in FY 2001) and
decrease of compliance support of the tax filing season.
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Performance Measure: Total individual returns

Definition: This measures the total of individual return examinations both less than $100,000 and greater than
$100,000. Combined count of the number of individual (Form 1040) returns closed through a time period from
the beginning of the fiscal year with a total positive income or total gross receipts less than or greater than
$100,000.

2001

1998 Actual

1999 Actual

2000 Actual

Plan

Actual

2002 Plan

2003 Plan

478,500

384,336

251,108

266,663

195,971

176,781

235,892

Explanation of Shortfall: Reasons for the decline in Field Examination closures include reduction in FTE's
from original budget, mix of FTE's applied, hours per return higher than planned, direct examination time lower
than planned, and insufficient work-in-process. Operational Reviews of all Areas were conducted to assess
causes and address the increase in hours per case and decrease in examination time. Immediate emphasis has
been placed on building and maintaining optimal inventory levels, case management, and issuing program
guidance. An Examination re-engineering effort has been initiated to identify improvement opportunities.
Improvements in FY 2002 are expected from the hiring of additional resources (565 Revenue Agents and 108
Tax Compliance Officers hired in FY 2001) and decrease of compliance support of the filing season.

Performance Measure: Number of returns examined (Business and General Industry)

Definition: All industry returns closed (includes all classes of returns).

2001

1998 Actual 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

~ 137,893 103,112 142,441 84,748 81,369 109,556

Explanation of Shortfall: The FY 2001 planning assumptions were made with limited historical information.
Also, there was a larger than expected expenditure of time in areas that do not ordinarily result in a closed case.
Accordingly, the number of returns that were planned did not materialize. Improvements in FY 2002 are
expected from the hiring of additional resources (565 Revenue Agents and 108 Tax Compliance Officers hired in
FY 2001) and decrease of compliance support of the filing season.

Performance Measure: Number of cases examined (Coordinated Industry)

Definition: The number of regular Coordinated Industry cases closed during the period ("R1" cases: not
including claim cases, cases returned from Appeals, or non-examined closures). A Coordinated Industry case
consists of one or more tax years of the primary taxpayer (usually a large corporate return) plus all related returns
examined in conjunction with the primary taxpayer.

2001

1998 Actual 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

-- 416 369 475 417 566 570

Explanation of Shortfall: The increase in cases examined in FY 2001, as compared to FY 2000, is attributed to
a large number of staff redirected to case examination. In FY 2000, a large number of staff within the Large/
Mid-Size Business were engaged in design teams activities focused on organization and stand up. For FY 2002,
Large/Mid-Size Business exam teams will receive new tax computation software for corporate returns that will
expedite computation of proposed deficiencies, resulting in a reduction in employee burden, taxpayer burden and
overall cycle time. In addition, efforts to redesign the post-filing examination processes will continue in

FY 2002.
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Performance Measure: Employee Plans/Exempt Organizations examination cases closed

Definition: The number of Employee Plan and Exempt Organization return examinations of all types closed.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

-- 22,525 19,080 19,300 15,988 11,900 12,300

Explanation of Shortfall: A surge in determination receipts was expected and inventories of open examination
cases were kept low in order to ensure a smooth transition of agents from working examinations to
determinations. When the anticipated volume of determination receipts did not materialize, additional returns
were placed in process. Many of the additional returns were larger plans that require longer processing time and
resulted in fewer returns closed than expected. In FY 2002, the Exempt Organization units will continue to
address these problems, through sharing of best practices to improve timeliness and through new operating
priorities to stabilize and refocus Examination resources and improve EO's presence in the tax-exempt
community.

Performance Measure: Employee Plans/Exempt Organizations examination quality

Definition: The percentage level of quality in IRS Exempt Organization Examination services using the Tax
Exempt Quality Measurement System (TEQMS).

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

-- -- &3 &3 73 81 83

Explanation of Shortfall: The overall decline in quality was primarily attributed to the Examination Planning
and Workpapers standards which were found to be inconsistent with current work processes and require
modification. These quality standards were addressed through targeted training sessions in FY 2001 and
emphasize will continue during regular training for all agents.

Department of the Treasury -- FY 2001 Performance Report A-37



Appendix A: Full Report of Treasury's FY 2001 Measures by Strategic Goal
Financial Mission

F5: Cost-Effectively Finance the Government's Operations

Bureau of the Public Debt (BPD)

Performance Measure: Issue 95% of over-the-counter savings bonds in three weeks

Definition: Customers can purchase savings bonds directly from more than 40,000 financial institution locations
throughout the country. The goal is to mail 95% of these over-the-counter bonds to customers within three
weeks of purchase.

2001

1998 Actual

1999 Actual

2000 Actual

Plan

Actual

2002 Plan

2003 Plan

99.99

99.75

99.07

95.00

99.97

99.95

99.95

Performance Measure: Complete 90% of customer service transactions in four weeks

Definition: Savings bonds have been sold for more than 50 years and the records are maintained in a variety of
forms by the BPD. Individuals who need to have savings bonds reissued to reflect new ownership or to replace
bonds that have been lost or stolen submit their requests to the Bureau. In FYs 2002 and 2003, the target will be

within three weeks.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

92.61

97.28

97.63

90.00

95.80

90.00

90.00

Performance Measure: Conduct 100% of marketable securities auctions without error

Definition: The integrity of the auction process is paramount to the successful conduct of our financing
operations. The Treasury securities market expects that the auctions will be conducted flawlessly and that the
results will always be accurate. Our objective is to never make an error that would require Treasury to amend its

auction results.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

100

100

100

100

100

100

100

Performance Measure: Announce auction results within one hour 95% of the time

Definition: To maintain an efficient market for Treasury securities and to minimize uncertainty in these markets,
it is crucial that securities auctions be completed and the results announced as quickly as possible. The goal is to
announce auction results within one hour of close of the auction 95% of the time. The measure is being replaced
in FY 2002 by "Announce auction results within 25 minutes 95% of the time."

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

98

100

100

95

100

discontinued

Performance Measure: Complete 90% of TREASURYDIRECT customer service transactions in three weeks

Definition: BPD is responsible for providing quality customer service to approximately 800,000
TREASURYDIRECT investors who have purchased Treasury bills, notes and bonds. Investor transaction

requests vary from straightforward account changes to complex changes in ownership.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
98.90 98.32 96.97 90.00 99.70 90.00 90.00
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Performance Measure: Make 100% of TREASURYDIRECT interest and redemption payments timely

Definition: Customers invest in Treasury securities with the expectation that the U.S. Government will make
payments when due. Timely payments bolster investor confidence and ensure the Treasury securities remain an
attractive investment option. The goal is to make 100 percent of TREASURYDIRECT interest and redemption

payments timely.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

100

100

100

100

100

100

100

Performance Measure: Make 99.9% of TREASURYDIRECT interest and redemption payments accurately

Definition: As custodians of TREASURYDIRECT customers' investments, it is the BPD's job to correctly
calculate and deliver payments to them. Virtually all payments are calculated automatically by automated
systems. The goal is to make 99.9 percent of interest and redemption payments accurately.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

100

100

100

99.9

100

99.9

99.9

Performance Measure: Make 100% of Commercial Book Entry interest and redemption payments timely and

accurately

Definition: More than $3 trillion of Treasury's outstanding debt is maintained in accounts on the Commercial
Book Entry system. Over 300,000 interest and redemption payments totaling $2.3 trillion a year are made

through the system. Billions of dollars in transactions affecting payments can occur up to close of business the
day prior to payment date. Customers rely on the commercial book entry system to credit their accounts at the
opening of business on the payment day accurately.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

100

100

100

100

100

100

100

Performance Measure: Process 100% of Government Securities Investment Program transactions timely

Definition: Federal Program Agencies contact the BPD daily to request investments and redemption for more
than 200 trust and deposit funds that participate in the Federal Government Securities Investment Program.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

100

100

100

100

100

Performance Measure: Process 99.9% of Government Securities Investment Program transactions

accurately

Definition: Federal Program Agencies contact the BPD daily to request investments and redemption for more
than 200 trust and deposit funds that participate in the Federal Government Securities Investment Program.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
-- 99.90 99.98 99.90 99.99 99.90 99.90
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Departmental Offices (DO)

Performance Measure: Percentage of borrowing policies and borrowing requirements announced to

financial market participants in a timely manner

Definition: This measure is important as the best price for Treasury securities is obtained when Treasury
provides information to financial market participants with sufficient lead-time to avoid surprises (risk and

uncertainty). BPD then conducts the auction at the announced time.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

90

100

100

100

100

100

100
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F6: Improve the Efficiency of Production Operations and
Maintain the Integrity of U.S. Coin and Currency

Bureau of Engraving & Printing (BEP)

Performance Measure: Manufacturing costs for currency

Definition: This measures the dollar cost per thousand notes produced, an indicator of currency manufacturing
efficiency and effectiveness of program management. This standard is developed annually based on the past
year's performance, contracted price factors, and anticipated productivity improvements. Actual performance
comparison against the standard depends on BEP's ability to meet annual spoilage, efficiency, and capacity
utilization goals established for this product line.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

24.34

25.87

22.65

24.20

23.88

25.00

27.50

Explanation of FY 2003 Plan: Subject to change pending final orders from the customer agency.

Performance Measure: Manufacturing costs for stamps

Definition: This measures the dollar cost per thousand stamps produced, an indicator of postage stamp
manufacturing efficiency and effectiveness of program management. This standard is developed annually based
on the past year's performance, contracted price factors, and anticipated productivity improvements. Actual
performance compared against standard depends on BEP's ability to meet annual spoilage, efficiency and
capacity utilization goals established for this product line. BEP reports on the 100 stamp flag coil product line
because it is the major stamp product produced by the Bureau. Measure discontinued in FY 2003 due to

declining stamp production.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

1.39

1.31

1.46

1.45

1.31

1.56

discontinued

Performance Measure: Percent of Federal Reserve orders met as requested

Definition: This measures BEP's ability to meet customer order delivery schedules. The Federal Reserve
considers this measure satisfied when complete shipments of finished currency are received in the Federal

Reserve vault where it is held prior to final distribution to Federal Reserve district banks.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

100

100

100

100

100

100

100

Performance Measure: Percent of U.S. Postal Service orders met as requested

Definition: This measures BEP's ability to meet customer order delivery schedules. The customer considers this
measure satisfied if all postage product lines (i.e. coils, books, sheets) are shipped by BEP in accordance with

shipping/ordering instructions received by BEP directly from Post Masters.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
100 100 100 100 100 100 100
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Performance Measure: Number of notes returned by Federal Reserve due to manufacturing defects per
million notes produced

Definition: This measures the Bureau's ability to provide quality products to the customer. The measure refers
to any manufacturing flaw that the Federal Reserve determines renders the note unsuitable for circulation.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

.0039 .0219 1,956 .025 .009 .025 .025

Performance Measure: Number of stamps returned by U.S. Postal Service due to manufacturing defects per
million stamps delivered

Definition: This measures the Bureau's ability to provide quality products to the customer. The measure refers
to any manufacturing flaw that the Postal Service determines to be unacceptable. Measure discontinued in FY
2003 due to declining stamp production.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

.05180 .03365 71530 .10000 .00050 A discontinued

Performance Measure: Number of notes returned by Federal Reserve because of counterfeit deterrent
defects per million notes delivered

Definition: This measures BEP's ability to provide effective counterfeit deterrent products. This measure
focuses on manufacturing flaws related to counterfeit deterrent features of new design currency. In FY 2003, the
measure will be rolled up into the "Notes returned by the Federal Reserve due to manufacturing defects"
measure.

2001
1998 Actual 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

.0049 .0453 4,619 .05 .029 .05 discontinued

Performance Measure: Currency shipment discrepancies per million notes

Definition: This measures BEP's ability to provide effective product security and accountability. This measure
refers to product overages or underages of as little as a single currency note in shipments of finished notes to the
Federal Reserve Banks.

2001
1998 Actual 1999 Actual | 2000 Actual 00 2002 Plan 2003 Plan

Plan Actual

.0192 .0092 .0012 .0100 0 .01 .01

Performance Measure: Change in productivity from prior year

Definition: This measures manufacturing efficiency by using Bureau of Labor Statistics (BLS) methodology
calculating the increase or decrease in productivity from one year to the next.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

1.5 15.9 -15.6 -13.0 -16.6 -10.0 0

Explanation of Shortfall: The decrease in productivity was primarily due to an unplanned reduction in the
currency order by the Federal Reserve Bank during the fiscal year. During FY 2001, BEP's staffing levels
(apprenticeship and training programs) continued to focus on projected, long-term demand and demand trends,
not fluctuations in year-to-year orders. In 2002, continued investment in automated currency inspection
equipment and a stable currency order from the customer should enable the Bureau to meet its productivity
target.
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Performance Measure: Postage stamp shipment discrepancies per million stamps

Definition: This measures BEP's ability to provide effective product security and accountability. Because stamp
products are packaged and sold to the Postal Service in varying subject sizes (e.g. 100 stamps per coil, 20 stamps
per sheetlet, etc.) a discrepancy of one stamp coil could translate to a reportable discrepancy of 100 stamps (a 100
stamp coil equals 100 individual stamps). Measure discontinued in FY 2003 due to declining stamp production.

2001
1998 Actual 1999 Actual | 2000 Actual 00 2002 Plan 2003 Plan

Plan Actual

12.80 14.00 8.00 20.00 5.81 20.00 discontinued

Performance Measure: Annual Financial Statement audit opinion

Definition: This measure represents an assessment by an independent, certified public accounting firm of the
integrity of the Bureau's revolving fund and the reliability of financial data used for managerial decision-making
(target: unqualified opinion).

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

met met met meet met meet meet

U.S. Mint (Mint)

Performance Measure: Frequency of time meeting a minimum, seasonal-adjusted inventory level

Definition: This measure is used to evaluate the Mint's ability to meet the minimum inventory levels required by
the Federal Reserve Bank (FRB), including inventory levels sufficient to respond rapidly to seasonal changes in
levels of economic activity. Data to measure performance is obtained from the Mint and FRB coin inventory
reports.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

-- - 100 100 100 100 100

Performance Measure: Numismatic profit margin for non-bullion

Definition: This measure compares the Numismatic profit margin - defined here as the excess of sales less all
expenses other than General and Administrative (G&A) - for non-bullion as a percentage of non-bullion sales.
The Mint uses this measure to evaluate how well this program covers G&A expenses. To define the plan, a

determination was made both on sales and the percentage of "non-G&A" costs, based on historical experience.

2001
1998 Actual 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

-- 22 32 15 24 15 15

Performance Measure: Dollar losses of Reserve Value

Definition: Dollar losses of Reserve Value compares the market value of annual losses with the market value of
the protected monetary assets held by the Mint. The Mint's goal is to provide a level of security commensurate
with changing threats to protect Mint human and physical resources and the assets of the U.S.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

0 0 0 0 0 0 0
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Performance Measure: Percentage of recurring coin products shipped within standard

Definition: This measure is used to evaluate the timeliness in filling customer orders. The published turnaround
time standard is three weeks for recurring coin products. The Mint continues to focus on customer service by
accelerating order fulfillment. The Mint does a weekly order fulfillment analysis of coin orders shipped to
customers within 2, 3, 4, and 5 weeks. This analysis allows the Mint to determine how often coin orders are
shipped within the published turnaround time standards.

2001
1998 Actual 1999 Actual | 2000 Actual 00 2002 Plan 2003 Plan

Plan Actual

97 -- 90 98 85 98 98

Explanation of Shortfall: The main reason that this measure was not met was the 2000 Silver Proof delay.
Legislation was necessary in order to include the Golden Dollar in the year 2000 silver proof set. This
requirement resulted in delays early in FY 2001, and caused silver proof set fulfillment within standard to be only
52%. Orders received in the old system and shipped via the Customer Relationship Management System are not
included in the results due to the difficulty in accurately measuring the results for that time period
(approximately, the month of August 2001). The Electronic Business Solution Project (eSP) system will improve
performance to this target. Order fulfillment time will be reduced via the centralized pick and pack operation.
Also, on-line subscription programs will provide the Mint with more information and will lead to better inventory
planning and management.

Performance Measure: Percentage of commemorative coins shipped within standard

Definition: This measure is used to evaluate the timeliness in filling customer orders. The published turnaround
time standard is four weeks for commemorative programs. The Mint continues to focus on customer service by
accelerating order fulfillment. The Mint does a weekly order fulfillment analysis of coin orders shipped to
customers within 2, 3, 4, and 5 weeks. This analysis allows the Mint to determine how often coin orders are
shipped within the published turnaround time standards.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

82 -- 87 98 &9 98 98

Explanation of Shortfall: The main reason that this measure was not met was the Buffalo Commemorative coin
program quick sellout. The backorder situation that developed from the Buffalo Coin sellout made it impossible
to meet this target. The Capitol Visitor Center program experienced start-up production problems resulting in a
delay in shipment. Orders received in the old system and shipped via the Customer Relationship Management
System are not included in the results due to the difficulty in accurately measuring the results for that time period
(approximately, the month of August 2001). The eSP system will address these issues. Order fulfillment time
will be reduced via the centralized pick and pack operation. Also, on-line subscription programs will provide the
Mint with more information and will lead to better inventory planning and management.
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Performance Measure: Numismatic profit margin for bullion

Definition: This measure compares the Numismatic profit margin - defined here as the excess of sales less all
expenses other than General and Administrative (G&A) - for bullion as a percentage of bullion sales. The Mint
uses this measure to evaluate how well this program covers G&A expenses. To define the plan, a determination
was made both on sales and the percentage of "non-G&A" costs, based on historical experience.

2001
Plan Actual

1998 Actual 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

-- 1.7 1.9 2.0 -0.2 2.0 2.0

Explanation of Shortfall: The Mint did not meet this target for a number of reasons. Bullion revenues
decreased from FY 2000 by 19%. The Mint was not able to react rapidly enough to achieve an equal reduction in
costs, with costs for the program declining only 17%. The inability to rapidly react to the downturn in market
demand provided less margin (or total revenues less cost of metal) to cover operating and other costs. These
other costs were amplified by one-time write-offs to revalue inventory at lower cost standards and to charge the
program for costs to refine and fabricate coins (precious metals) with prior year dates for which there is no
market demand. These charges for the inventory revaluation and coin refining negatively impacted the program
by approximately $2.9 million, or 1.9% of revenue.

Performance Measure: Conversion cost to produce 1000 coin equivalents

Definition: This measure is used to indicate the cost-efficiency of the Mint's circulating coinage production. The
coin equivalent methodology assigns a weighting for each denomination based on the resources it takes to make
the coin from blank or coin strip. This measure is calculated by multiplying the shipment of coins for each
denomination by the equivalency factor resulting with equivalized coin production. Total costs to produce coins
are then divided by the equivalized production to derive the weighted average cost.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
-- -- -- 9.22 8.33 8.97 9.30
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LE1: Reduce Violent Crime and the Threat of Terrorism

Alcohol, Tobacco & Firearms (ATF)

Performance Measure: Crimes related costs avoided ($ in billions)

Definition: The estimated costs saved by incarcerating armed career criminals and firearms traffickers.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

.99

1.05

1.56

2.12

2.54

3.62

4.58

Performance Measure: Number of future crimes avoided

Definition: The projected number of firearms crimes avoided by incarcerating armed career criminals and
firearms traffickers. Crimes avoided are projected over the length of the defendant's sentences.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
503,955 542,560 743,706 960,000 1,223,000 1,574,000 1,992,000
Performance Measure: Number of firearms trace requests
Definition: The number of firearms trace requests submitted to ATF during the fiscal year.
2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
188,299 209,126 209,369 215,000 232,272 230,000 240,000

Performance Measure: Number of persons trained in IVRS

Definition: This measure reflects the number of non-ATF personnel trained in ATF's Integrated Violence

Reduction Strategy (IVRS), including training in areas of firearms, arson and explosives.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

6,000

6,839

6,000

6,000

Performance Measure: NRT customer satisfaction rating

Definition: This measure reflects customer satisfaction with the Nation Response Team (NRT) deployments to

arson and explosive incidents based on written survey results.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

90

97

90

90
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Performance Measure: Average trace response time (in calendar days)

Definition: The average number of calendar days it takes ATF to complete a firearm trace request from the time
the search is entered into the tracing system to the final disposition.

2001

1998 Actual

1999 Actual

2000 Actual

Plan

Actual

2002 Plan

2003 Plan

18.8

11.4

10.2

10

12.8

12.8

12.8

Explanation of Shortfall: The increase in the average trace time is due to a 10% increase in the number of
traces submitted to the National Tracing Center, a 2% increase in the number of traces requiring Federal Firearm
Licenses Out-of-Business record checks, and modifications to our procedures to improve data quality. Steps in
FY 2002 to improve performance include streamlining the data entry process, reorganizing personnel,
redesigning the current trace process in conjunction with a contracted efficiency expert, and developing key
technologies anticipated to further reduce trace time.

U.S. Customs Service (Customs)

Performance Measure: Number of seizures for outbound licensing violations

Definition: The number of seizures of Outbound Licensing Violations includes the number of outbound
violations of the following sets of regulations: Interdiction of Traffic and Arms Regulations; Export
Administration Regulations and Office of Foreign Assets Control for economic sanctions against countries
identified as hostile to U.S. interests. The number is the number of incidents, not articles.

2001
Plan Actual

1998 Actual 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

1,798 1,067 736 695 827 730 tbd

Explanation of FY 2003 Plan: Customs's FY 2003 Annual Performance Plan was under review at the time of
publication.
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LE2: Combat Money Laundering and Other Financial Crimes

U.S. Customs Service (Customs)

Performance Measure: Total monetary instrument seizures ($ in millions)

Definition: The value of all forms of monetary instruments (e.g., currency, bank accounts, traveler's checks,
negotiable bonds, etc.) seized within the territorial jurisdiction of the United States (or in foreign pre-clearance
locations) by or with the participation of Customs officers, as reported in the Customs Law Enforcement Activity
Report of the Seized Asset and Case Tracking System. This measure reflects investigative and inspection efforts
in support of the Criminal Finance strategic goal.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

426.6

329.7

204.1

240.0

162.0

240.0

tbd

Explanation of Shortfall: The primary reason for the shortfall is the shift in outbound cash smuggling methods
used by criminal organizations, due in large part to Customs' enforcement efforts.
Explanation of FY 2003 Plan: Customs's FY 2003 Annual Performance Plan was under review at the time of

publication.

Performance Measure: Value of property seized (3 in millions)

Definition: The monetary value of tangible property (e.g., real estate, vehicles, jewelry) seized within the
territorial jurisdiction of the U.S. (or in foreign pre-clearance locations) by or with the participation of Customs
officers, in association with financial crime investigations, as recorded in the Customs Case Management

System.
2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
22.6 304 42.1 37.5 19.3 37.5 tbd

Explanation of Shortfall: A number of factors likely contributed to the shortfall. Recent and ongoing changes
in Federal seizure laws, and related judicial rulings, created uncertainty over the degree to which the burden of
proof would be placed on the Federal Government to sustain seizures made during the year. In addition, changes
to certain State and local asset sharing laws have removed incentives in certain states for local law enforcement
to enlist the aid of Customs during the seizure of assets over which Customs would have had jurisdiction. This

measure is also affected by the downturn in property values experienced in FY 2001.

Explanation of FY 2003 Plan: Customs's FY 2003 Annual Performance Plan was under review at the time of

publication.

Financial Crimes Enforcement Network (FinCEN)

Performance Measure: Average time to process a civil penalty case measured in years

Definition: This measure monitors progress in reducing the average processing time for civil penalty matters

from a 1997 baseline of 4.23 years.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
-- 2.0 1.8 1.8 1.8 1.8 1.7
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Performance Measure: Percentage of law enforcement customers satisfied with FinCEN's investigative
analytical reports

Definition: The purpose of this measure is to ascertain whether our Federal law enforcement customers are
satisfied with FinCEN's analytical reports.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

baseline

baseline

tbd

Explanation of Shortfall: Baseline was not established in FY 2001 because the survey was modified as a result
of the pretest. Development of a baseline with the revised survey is planned for FY 2002.

Performance Measure: Percentage of MSBs aware of the new reporting requirements

Definition: The Money Services Businesses (MSB) Regulatory Program supports the efforts to identify and
educate institutions subject to the new MSB regulatory requirements to register and file suspicious activity
reports. This measure gauges the overall level of awareness and understanding of the new regulatory

requirements by members of this industry as a result of a public outreach and education campaign.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

baseline

baseline

tbd

Explanation of Shortfall: Baseline was not established in FY 2001. Survey was not designed to definitively
capture awareness/understanding of MSB reporting requirements and the measure is being rethought.

Performance Measure: Percentage of customers (financial institutions) satisfied with FinCEN's analytical
products that identify trends and patterns of suspect financial activities

Definition: FinCEN provides a variety of different products to regulators, financial institutions, and law
enforcement, which examine the macro-level issues regarding money laundering and other financial crimes.
Examples of these products include analytical assessments of geographic regions or specific industries,
identification of money laundering methodologies, and analysis of suspicious activity reports. The purpose of

this measure is to ascertain the value of these specialized products as reported by our customers.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

baseline

baseline

tbd

Explanation of Shortfall: Baseline was not established in FY 2001. Baseline now expected to be set in

FY 2003.

U.S. Secret Service (USSS)

Performance Measure: Percentage of cases accepted for Federal prosecution

Definition: This measure reports the percentage of defendants prosecuted in Federal court relative to the total
number of prosecutions at all judicial levels. The goal is to increase the percentage of defendants prosecuted at
the Federal level by presenting cases consistent with national crime suppression strategies.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
50 48 50 50 54 50 50
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Performance Measure: Financial crime loss avoided ($ in billions)

Definition: This measures reports an estimate of the direct dollar losses prevented due to Secret Service
intervention or interruption of a criminal venture. This estimate is based on the likely amount of financial crime,
in the short term that would have occurred had the offender not been identified or the criminal enterprise

disrupted.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

1.4

1.0

1.5

1.4

1.5

L5

Explanation of Shortfall: The Secret Service reported $1.4 billion in avoided financial crime losses versus the

FY 2001 target of $1.5 billion. Given this small difference, the Service considers this a success.

Performance Measure: Counterfeit notes passed on to the public - U.S. ($ in millions)

Definition: This measure reports the total amount of counterfeit currency passed on to the public within the U.S.

The measure is calculated using the face value of the counterfeit currency reported.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

40.0

39.2

39.7

40.0

47.5

45.0

45.0

Explanation of Shortfall: Note passing activity has been relatively stable over the last few fiscal years. This is
the first fiscal year since FY 1997 that passing activity has increased to this extent. Out year estimates are being

re-examined to determine if current estimates are realistic.

Performance Measure: Actual financial crime loss ($ in millions)

Definition: This measure reports the actual dollar loss involved in financial crime cases investigated and closed

by the Secret Service.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

499

379

535

663

535

535

Performance Measure: Counterfeit passed per million dollars of genuine U.S. currency (in dollars)

Definition: This measure is an indicator of the proportion of counterfeit currency relative to the amount of

genuine U.S. currency in circulation.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

92

78

76

90

84

83

83

Performance Measure: Counterfeit notes passed on to the public - overseas ($ in millions)

Definition: This measure reports the total amount of counterfeit currency passed on to the public overseas. The
measure is calculated using the face value of the counterfeit currency reported.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
32 1.4 1.4 5.0 1.5 5.0 5.0
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Treasury Forfeiture Fund (TFF)

Performance Measure: Percentage of forfeited cash proceeds resulting from high-impact cases

Definition: Measures the percentage of forfeited cash proceeds resulting from high-impact cases (those with
asset seizures in excess of $100,000). This measure is calculated by dividing the total amount of forfeited cash
proceeds from cases greater than $100,000 by the total amount of forfeited cash proceeds for all cases. Focusing
on strategic cases and investigations which result in high-impact seizures will effect the greatest damage to
criminal organizations while accomplishing the ultimate objective - to punish and deter criminal activity.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
-- -- -- 75.00 78.54 75.00 75.00
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LE3: Protect Our Nation's Borders and Major International Terminals
from Traffickers and Smugglers of lllicit Drugs

U.S. Customs Service (Customs)

Performance Measure: Narcotics seizures - cocaine (number of seizures)

Definition: The number of incidents of cocaine seized within the territorial jurisdiction of the U.S. (or in pre-
clearance locations) by or with the participation of Customs officers, as reported in Customs Law Enforcement
Activity Report of the Seized Asset and Case Tracking System.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

2,364

2,509

2,489

2,500

2,698

2,500

tbd

Explanation of FY 2003 Plan: Customs's FY 2003 Annual Performance Plan was under review at the time of

publication.

Performance Measure: Narcotics seizures - cocaine (thousands of pounds)

Definition: The amount of cocaine seized within the territorial jurisdiction of the U.S. (or in pre-clearance
locations) by or with the participation of Customs officers, as reported in the Customs Law Enforcement Activity
Report of the Seized Asset and Case Tracking System.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

157.0

160.4

150.0

160.0

190.9

160.0

tbd

Explanation of FY 2003 Plan: Customs's FY 2003 Annual Performance Plan was under review at the time of

publication.

Performance Measure: Narcotics seizures - cocaine (pounds per seizure)

Definition: The average amount of cocaine seized within the territorial jurisdiction of the U.S. (or in pre-
clearance locations) by or with the participation of Customs officers, as reported in the Customs Law
Enforcement Activity Report of the Seized Asset and Case Tracking System. Pounds per seizure for cocaine is
derived by dividing the pounds seized by the total number of seizures.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

66.4

63.9

60.3

64.0

70.8

64.0

tbd

Explanation of FY 2003 Plan: Customs's FY 2003 Annual Performance Plan was under review at the time of

publication.

Performance Measure: Narcotics seizures - heroin (number of seizures)

Definition: The number of incidents of heroin seized within the territorial jurisdiction of the U. S. (or in pre-
clearance locations) by or with the participation of Customs officers, as reported in Customs Law Enforcement
Activity Report of the Seized Asset and Case Tracking System.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

1,049

911

859

860

916

860

tbd

Explanation of FY 2003 Plan: Customs's FY 2003 Annual Performance Plan was under review at the time of

publication.
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Performance Measure: Narcotics seizures - heroin (thousands of pounds)

Definition: The amount of heroin seized within the territorial jurisdiction of the U.S. (or in pre-clearance
locations) by or with the participation of Customs officers, as reported in the Customs Law Enforcement Activity
Report of the Seized Asset and Case Tracking System.

2001

1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

3.0 1.9 2.6 2.6 3.6 2.6 tbd

Explanation of FY 2003 Plan: Customs's FY 2003 Annual Performance Plan was under review at the time of
publication.

Performance Measure: Narcotics seizures - heroin (pounds per seizure)

Definition: The average amount of heroin seized within the territorial jurisdiction of the U.S. (or in pre-
clearance locations) by or with the participation of Customs officers, as reported in the Customs Law
Enforcement Activity Report of the Seized Asset and Case Tracking System. Pounds per seizure for heroin is
derived by dividing the pounds seized by the total number of seizures.

2001

1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

2.9 2.1 3.0 3.0 3.9 3.0 tbd

Explanation of FY 2003 Plan: Customs's FY 2003 Annual Performance Plan was under review at the time of
publication.

Performance Measure: Narcotics seizures - marijuana (number of seizures)

Definition: The number of incidents of marijuana seized within the territorial jurisdiction of the U. S. (or in pre-
clearance locations) by or with the participation of Customs officers, as reported in Customs Law Enforcement
Activity Report of the Seized Asset and Case Tracking System.

2001

1998 Actual

1999 Actual

2000 Actual

Plan

Actual

2002 Plan

2003 Plan

15,545

15,699

14,861

15,280

14,587

15,280

tbd

Explanation of Shortfall: The number of marijuana seizures in FY 2001 was 4.5 percent below projection and
1.9 percent below the number in FY 2000. At the same time, more pounds of marijuana were seized by Customs
in FY 2001 than in any other year. Greater load sizes, in general, may have contributed to the drop in the number
of seizures. Another possible factor is the heightened state of alert on the border in the three weeks following the
events of September 11, 2001, which deterred the entrance into the country of hundreds of smaller, personal-
sized loads.

Explanation of FY 2003 Plan: Customs's FY 2003 Annual Performance Plan was under review at the time of
publication.

Performance Measure: Narcotics seizures - marijuana (thousands of pounds)

Definition: The amount of marijuana seized within the territorial jurisdiction of the U.S. (or in pre-clearance
locations) by or with the participation of Customs officers, as reported in the Customs Law Enforcement Activity
Report of the Seized Asset and Case Tracking System.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
956.0 1,147.6 1,291.5 1,370.0 1,503.9 1,370.0 tbd
Explanation of FY 2003 Plan: Customs's FY 2003 Annual Performance Plan was under review at the time of
publication.
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Performance Measure: Narcotics seizures - marijuana (pounds per seizures)

Definition: The average amount of marijuana seized within the territorial jurisdiction of the U.S. (or in pre-
clearance locations) by or with the participation of Customs officers, as reported in the Customs Law

Enforcement Activity Report of the Seized Asset and Case Tracking System. Pounds per seizure for marijuana is

derived by dividing the pounds seized by the total number of seizures.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

61.5

73.1

86.9

89.7

103.1

89.7

tbd

Explanation of FY 2003 Plan: Customs's FY 2003 Annual Performance Plan was under review at the time of

publication.

Performance Measure: Targeting efficiency: air travel

Definition: This measure compares the number of violations found during targeted selective examinations to a

random sample. This measure is a statistically valid estimate of the effectiveness of primary processing in
identifying high-risk passengers or vehicles that are in violation of any major violation.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

7.1

8.8

15.4

9.0

15.7

10.0

tbd

Explanation of FY 2003 Plan: Customs's FY 2003 Annual Performance Plan was under review at the time of

publication.

Performance Measure: Targeting efficiency: vehicles

Definition: This measure compares the number of violations found during targeted selective examinations to a

random sample. This measure is a statistically valid estimate of the effectiveness of primary processing in
identifying high-risk passengers or vehicles that are in violation of any major violation.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

9

8.3

11.1

10.8

18.3

11.0

tbd

Explanation of FY 2003 Plan: Customs's FY 2003 Annual Performance Plan was under review at the time of

publication.

Performance Measure: Compliance rate: air travel

Definition: This measures the percent of air passengers in compliance with all Federal, State and local laws and
regulations. The percent of compliant passenger data is a statistically valid estimate of the percentage of
passengers approaching the port-of-entry that are not in violation of any laws, rules, regulations, or agreements
enforced by Customs. The rate of compliance is determined by estimating the total number of violations present
in the population of air passengers approaching the port-of-entry and dividing it by the total number of air
passengers subject to random sampling at the port-of-entry.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

97.70

97.40

98.40

98.50

98.43

99.00

tbd

Explanation of Shortfall: Final data for air travel is an increase in the compliance rate over FY 2000 data. This
reflects the goal of incremental improvement in performance. No deficiency can be identified to explain the
shortfall.

Explanation of FY 2003 Plan: Customs's FY 2003 Annual Performance Plan was under review at the time of
publication.
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Performance Measure: Compliance rate: vehicles

Definition: The percent of compliant passenger data is a statistically valid estimate of the percentage of vehicles
approaching the port-of-entry that are not in violation of any laws, rules, regulations, or agreements enforced by
Customs. The rate of compliance is determined by estimating the total number of violations present in the
population of vehicles approaching the port-of-entry and dividing it by the total number of vehicles subject to
random sampling at the port-of-entry.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

99.95

97.60

99.50

98.50

99.30

99.00

tbd

Explanation of FY 2003 Plan: Customs's FY 2003 Annual Performance Plan was under review at the time of

publication.

Performance Measure: Cycle time: air travel

Definition: This measures the average time in minutes for 95 percent of air passengers to clear Customs from

checked luggage retrieval to exit. Process involves sampling at selective airports.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

5

5

5

5

5

5

tbd

Explanation of FY 2003 Plan: Customs's FY 2003 Annual Performance Plan was under review at the time of

publication.

Performance Measure: Cycle time: vehicles (Northern border)

Definition: This measures the average time in minutes for non-commercial vehicles to be processed through
initial screening. In the land vehicle environment, the average time it takes a non-commercial vehicle to be
processed through the initial border screening (primary process) at all land border ports. Process involves
sampling land environment perception information obtained from drivers.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

20

20

20

20

20

tbd

Explanation of FY 2003 Plan: Customs's FY 2003 Annual Performance Plan was under review at the time of

publication.

Performance Measure: Cycle time: vehicles (Southern border)

Definition: This measures the average time in minutes for non-commercial vehicles to be processed through
initial screening. In the land vehicle environment, the average time it takes a non-commercial vehicle to be
processed through the initial border screening (primary process) at all land border ports. Process involves
sampling land environment perception information obtained from drivers.

2001

1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
-- 30 30 30 30 30 tbd
Explanation of FY 2003 Plan: Customs's FY 2003 Annual Performance Plan was under review at the time of
publication.
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Performance Measure: APIS rate

Definition: The percentage of non-pre-cleared flights with passenger data provided prior to arrival to Customs
by the Advance Passenger Information System (APIS). APIS is a cooperative effort between Federal Inspection
Service agencies and the airline industry, designed to provide effective narcotics interdiction while efficiently
processing compliant passengers. The rate is computed by comparing the number of names transmitted via APIS

with the number of arriving passengers.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

75

79

81

82

85

84

tbd

Explanation of FY 2003 Plan: Customs's FY 2003 Annual Performance Plan was under review at the time of

publication.

Performance Measure: Number of air drops

Definition: This measures the number of times narcotics are air dropped by suspect aircraft resulting from
Customs deterrence efforts. An airdrop occurs when a suspect aircraft drops drugs or other illegal contraband to
the ground or water for subsequent transportation by vehicle or vessel so that the aircraft is not subject to
apprehension by Customs. This measure is reflective of the level of air smuggling activity and the detection
capability of Customs and supporting government agencies.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

25

16

2

16

5

16

tbd

Explanation of Shortfall: The FY 2001 actual may reflect an increased deterrence of Customs air operations or
a change in smuggling patterns.
Explanation of FY 2003 Plan: Customs's FY 2003 Annual Performance Plan was under review at the time of

publication.

Performance Measure: Number of short landings

Definition: This measures the number of landings made by suspect aircraft short of the U.S. border due to
Customs deterrence efforts. Short landings are landings made by suspect aircraft at locations just outside the
U.S. borders. This is a technique smugglers employ to avoid the risk of interdiction within the U.S. airspace.
This measure is reflective of the level of air smuggling activity and the detection capability of Customs and
supporting government agencies. Data for this indicator is collected in the Aviation and Marine Operations

Reporting System by the Air and Marine Interdiction Coordination Center.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

576

913

1,149

1,150

1,338

1,150

tbd

Explanation of FY 2003 Plan: Customs's FY 2003 Annual Performance Plan was under review at the time of

publication.

Department of the Treasury -- FY 2001 Performance Report

A-59



Appendix A: Full Report of Treasury's FY 2001 Measures by Strategic Goal
Law Enforcement Mission

Performance Measure: Response rate to BCI air and marine requests

Definition: This measures the percentage of times Customs positively responds to a Border Coordination
Initiative (BCI)-related request. The BCI response rate may be equated with the launch rate and is directly
affected by adequacy of equipment and number of personnel available to accomplish the Customs BCI support
mission. For this performance indicator, a launch in support of BClI-related requests is a favorable response to
that request. This indicator is reflected as a percentage of total BCI missions accomplished divided by the total
number of BCI mission requests.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

71

65

71

71

82

71

tbd

Explanation of FY 2003 Plan: Customs's FY 2003 Annual Performance Plan was under review at the time of

publication.

Performance Measure: Cross-border air smuggling events

Definition: This measures the number of times a suspect aircraft is detected entering into U.S. territory from
outside its borders. A cross-border air smuggling event occurs when a suspect aircraft enters into the territory of
the U.S. from outside its borders. This measure is reflective of the level of air smuggling activity and the
detection capability of Customs and supporting government agencies.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

117

120

124

120

287

120

tbd

Explanation of FY 2001 Actual: A total of 287 cross-border air smuggling events were detected during FY
2001, more than twice the number projected. This increase may reflect an increase in suspect aircraft entering
the U.S. or improved detection capability of Customs and supporting government agencies, or a combination of

both.

Explanation of FY 2003 Plan: Customs's FY 2003 Annual Performance Plan was under review at the time of

publication.

Performance Measure: Number of no launches

Definition: This measures the percentage of times Customs is unable to launch an aircraft or vessel. A no
launch report is filed anytime a pilot or marine enforcement officer is unable to launch their aircraft/vessel in
support of a mission. This measure reflects the adequacy of equipment and staffing levels relative to mission
requirements. The measure is derived by dividing the number of no-launch reports by the total number of launch

requests.
2001
1998 Actual 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
10.7 13.9 14.5 15.0 29.0 15.5 tbd

Explanation of Shortfall: The percentage of no launches during FY 2001 was approximately double the
projection. No launches represent unfulfilled mission requirements caused by unavailability of equipment due to
maintenance and/or repairs, unavailability of appropriate aircraft, unavailability of appropriate personnel, or
weather conditions.

Explanation of FY 2003 Plan: Customs's FY 2003 Annual Performance Plan was under review at the time of
publication.
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U.S. Secret Service (USSS)

LE4: Protect Our Nation's Leaders and Visiting Dignitaries

Performance Measure: Percentage of instances protectees arrive and depart safely

Definition: This measure reports the percentage of travel stops where the protectee safely arrives and departs. A

stop is generally considered a city or other definable subdivision visited by a protectee.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

100

100

100

100

100

100

100
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LES: Provide High-Quality Training for Law Enforcement Personnel

Federal Law Enforcement Training Center (FLETC)

Performance Measure: Student quality of training survey: basic training

Definition: The percentage is the number of basic training students who rate their training experience as
satisfactory or higher divided by the number of students surveyed. Basic and advanced training program students
are surveyed to obtain their views as to the overall quality of the training received at the FLETC. The
information obtained from this survey assists the FLETC in the continuing review of program curricula.
Beginning in FY 2002, this measure will be reported as Student Quality of Training.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

80.0

99.0

99.2

90.0

99.9

discontinued

Performance Measure: Student quality of training survey: advanced training

Definition: The percentage is the number of advanced training students who rate their training experience as
satisfactory or higher divided by the number of students surveyed. Basic and advanced training program students
are surveyed to obtain their views as to the overall quality of the training received at the FLETC. The
information obtained from this survey assists the FLETC in the continuing review of program curricula.
Beginning in FY 2002, this measure will be reported as Student Quality of Training.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

80

99

99

90

100

discontinued

Performance Measure: Student quality of services survey: basic training

Definition: The percentage is the number of basic training students that are satisfied with the overall quality of
services received while at FLETC divided by the number of students surveyed. Beginning in FY 2002, this
survey will include responses both from Basic and Advanced Training students.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

99.0

99.5

90.0

99.6

90.0

95.0

Performance Measure: Participating Organization satisfaction

Definition: This measure is the combined percentage of representatives of Participating Organizations (POs)
that respond to two key questions in the FLETC PO Satisfaction Survey by indicating agreement with two
specific qualitative statements about FLETC service. Those two statements are: 1) "A productive, proactive
partnership exists between FLETC and my agency;" and 2) "FLETC is a true partner in providing solutions to
law enforcement training problems".

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

baseline

97.5

85.0

85.0

Performance Measure: Variable unit cost per student-week of basic training

Definition: The cost per week is calculated by taking actual expenses divided by the number of basic student-

weeks trained. In FY 2002, this measure will be replaced by "Cost of Student Week of Training."

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
129 165 146 149 133 discontinued
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Performance Measure: Employee satisfaction

Definition: This measure is the percentage of employees who responded to the question: "Considering
everything, how satisfied are you with your job?" by choosing one of these following responses: "Very
Satisfied," "Satisfied," or "Slightly Satisfied." Those choosing "Slightly Dissatisfied," "Dissatisfied," and "Very
Dissatisfied" are not included in the percentage. This question is one of 21 questions regarding the quality and
quantity of services and programs provided by the FLETC to employees.

2001
Plan Actual

1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

baseline 78 70 70

Performance Measure: Percentage of basic training programs held within 15 days of the requested starting
date

Definition: The percentage of classes that have been requested by participating agencies that begin within 15
days of the starting date requested. The percentage is the number or classes started within 15 days of requested
date divided by the total number of requested dates. In FY 2002, basic and advanced training programs will be
reported in one measure "Percentage of requested training courses held within 15 days of the requested starting
date."

2001
Plan Actual

1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

baseline 100 discontinued

Performance Measure: Percentage of advanced training programs held within 15 days of the requested
starting date

Definition: The percentage of classes that have been requested by participating agencies that begin within 15
days of the starting date requested. The percentage is the number or classes started within 15 days of requested
date divided by the total number of requested dates. In FY 2002, basic and advanced training programs will be
reported in one measure "Percentage of requested training courses held within 15 days of the requested starting
date."

2001
Plan Actual

1998 Actual 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

baseline 95.1 discontinued

Performance Measure: Percentage of confirmed export federal advanced training requests met

Definition: The percentage is the number of confirmed export training requests fulfilled divided by the total
number requested. Review of the data systems supporting this measure indicated that scheduled export training
is not centralized so all the data is not currently being captured. The revised measure, "percent of training classes
held within 15 days of the requested starting date," is a more comprehensive measure of FLETC responsiveness.
Therefore, in FY 2002, this measure is discontinued.

2001
1998 Actual 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
-- -- - baseline 79.9 discontinued
Performance Measure: Facilities utilization rate
Definition: This measures FLETC's utilization rate for its training facilities.
2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
N/A N/A N/A baseline 83.1 discontinued
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Treasury Franchise Fund

M1: Support the Achievement of Business Results

Performance Measure: Total revenue equals or exceeds total expenses for each franchise operation for each

fiscal year

Definition: This profitability measure shows whether franchise operations' revenue exceeds or is equal to

expenses to provide self-sustaining operations.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
positive positive positive positive positive positive positive
Performance Measure: Current ratio (current assets divided by current liabilities)
Definition: This ratio represents the number of times current assets will pay current liabilities.
2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
1.3 14 1.5 1.5 1.3 1.5 1.5

Explanation of Shortfall: The reason the target was not met is because assets were not as great as anticipated
during FY 2001. For FY 2002, the Fund's assets are expected to increase at a greater rate than liabilities and

further improvement in the current ratio trend should be realized.

Performance Measure: Percentage change in total sales dollars from prior year

Definition: This measure indicates the growth or decline in the amount of sales dollars from year-to-year. It is

calculated by using sales dollars (current year)/sales dollars (prior year).

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

109

72

20

20

31

20

11

Performance Measure: Number of management control deficiencies identified as defined in Circular A-123

and reporting requirements referenced therein

Definition: Management controls, as defined in Circular A-123, are the organization, policies, and procedures
used by agencies to reasonably ensure that: 1) programs achieve their intended results; 2) resources are used
consistent with agency mission; 3) programs and resources are protected against waste, fraud, and
mismanagement; 4) laws and regulations are followed; and 5) reliable and timely information is obtained,
maintained, reported and used for decision making.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

2

0

0

0

0

Performance Measure: 100% voluntary program participation

Definition: This measure indicates the commitment of the Fund to assure those customers are free to exit
agreements made with the Fund. There are no mandatory requirements for any customer to use the services of

the Franchise Businesses.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
100 100 100 100 100 100 100
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Performance Measure: Unqualified Annual Financial Statement audit opinion from independent external

auditors

Definition: This measure indicates that external auditors have provided an opinion on the reasonable assurance
about whether the financial statements are free of material misstatement.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

met

met

met

meet

met

meet

meet

Performance Measure: Percentage change in total number of customers serviced from prior year

Definition: This measure indicates the growth or decline in customer count from the prior years. It is calculated
by using customers serviced (current year) divided by customers serviced (prior year).

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

81

8

14

10

Departmental Offices (DO)

Performance Measure: Percentage of performance targets met by Domestic Finance bureaus (BPD, FMS,

and CDFI)

Definition: The Under Secretary for Domestic Finance has direct oversight of these bureaus and the CDFI Fund.
Success in this measure is predicated upon success by the bureaus in meeting their published performance

measures.
2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
N/A 73 83 90 88 90 90

Explanation of Shortfall: 30 of the 34 performance measures with data available were met. Awaiting data for
one measure from FMS which will not be available until April 2002. Explanations of the shortfalls for those five
targets that were missed are presented by FMS and CDFI with their individual measures.

Performance Measure: Percentage of performance targets met by enforcement bureaus and major offices
(Customs, ATF, USSS, FLETC, FinCEN, TFF)

Definition: The Under Secretary for Enforcement has direct oversight over the Treasury law enforcement
bureaus and works to assure their goals and measures are in conformance with policy. This measure reflects the
success of this oversight.

2001
Plan Actual

1998 Actual 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

-- 64 77 82 79 85 85

Explanation of Shortfall: The reasons for the shortfalls varied with each bureau. The Office of Enforcement is
currently working with the enforcement bureaus to review all performance measures with the goals of having
fewer measures that are more outcome oriented and useful to the decision making process.
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Performance Measure: Percent implementation of HR Connect System modules

Definition: This measure reports the number of Treasury employees whose personnel services are being
provided through the new Treasury HR Connect system at the current level of available functionality. This
measure is being discontinued as an external measure in the outyears. Treasury will continue to track this

internally.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

12.0

19.5

25.0

28.5

discontinued

Performance Measure: Percentage of major Treasury occupations for which workforce planning processes

have been completed with workforce strategies developed as needed

Definition: This measures the percentage of Treasury bureaus' major occupations around which workforce
planning (strategies to fill skills gaps) has been conducted. This measure is being discontinued as Treasury is
developing a comprehensive HR strategic plan that plan that will measure program success in workforce,

planning strategies.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

50

100

discontinued

Explanation of FY 2001 Actual: Action on this issue was greatly accelerated during FY 2001, with Treasury
taking a proactive approach to addressing Departmental concern about potential skill gaps, since a large number
of Treasury employees will become eligible for retirement within a few years. Working with each of the
bureaus, Treasury developed a workforce planning strategy, workforce planning analyses, and analyses of

restructuring plans of the bureaus.

Performance Measure: Percentage of EEO complaints resolved at the formal stage

Definition: This is a measure of the number of Equal Employment Opportunity (EEO) complaints resolved at
the formal stage of the complaints process. EEO measures have been combined and revised into a more

meaningful measure for the outyears.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

baseline

37

discontinued

Performance Measure: Percentage of EEO complaints resolved at the informal stage

Definition: This measures the number of Equal Employment Opportunity (EEO) complaints resolved before a
formal complaint is filed. EEO measures have been combined and revised into a more meaningful measure for

the outyears.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
42 40 38 40 40 discontinued
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Performance Measure: Percentage of bureaus with mechanisms to allow for early complaint resolution
through Alternative Dispute Resolution

Definition: This measures the rate of resolution by comparing the number of employees who seek informal
Equal Employment Opportunity (EEO) counseling during a given period to the number of formal EEO
complaints that are filed. To increase this rate, the Department uses "Alternative Dispute Resolution" programs
in a small number of situations. EEO measures have been combined and revised into a more meaningful measure
for the outyears.

2001
1998 Actual 1999 Actual | 2000 Actual 00 2002 Plan 2003 Plan

Plan Actual

-- -- 39 80 80 15 20

Performance Measure: Percentage of universal access to Department-wide financial analysis and reporting
system

Definition: The goal of this measure is Department-wide use of a purchased financial reporting software
package to produce reliable and timely financial statements which can undergo the scrutiny of an independent
audit.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

- - 8 100 100 100 100

Performance Measure: Percentage of submissions that are timely and contain quality data

Definition: This measures the percentage of bureaus and reporting entities whose data is input to Treasury's
financial management system (TIER) within 20 days of the end of each month and meets all systems edits.

2001
1998 Actual 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

-- 50 90 100 100 100 100

Performance Measure: Delivery date of Treasury-wide financial statement and audit opinion
(Target: March 1/Qualified)

Definition: This measures the quality of Treasury's financial statements in terms of the opinion rendered as a
result of an independent audit.

2001
1998 Actual 1999 Actual | 2000 Actual 00 2002 Plan 2003 Plan

Plan Actual

qualified qualified qualified qualified qualified qualified qualified

Performance Measure: Number of open material weaknesses

Definition: Material weaknesses are significant problems (identified by GAO, the IGs and/or the Bureaus) with
an organization's systems' reliability; controls on waste, fraud or abuse; mission performance; and/or compliance
with laws and regulations, identified by the General Accounting Office, Treasury's Inspectors General, and/or
Treasury bureaus.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

60 49 32 28 28 15 10
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Performance Measure: Percent of bureaus in compliance with FFMIA financial systems requirements

Definition: This measures the percentage of Treasury bureaus that are in compliance with the Federal Financial
Management Improvement Act of 1996 (FFMIA) financial systems requirements.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

-- 54 54 62 67 77 80

Performance Measure: Percentage of bureaus in compliance with FFMIA accounting standards

Definition: This measures the percentage of Treasury bureaus that are in compliance with the Federal Financial
Management Improvement Act of 1996 (FFMIA) accounting standards requirements.

2001
1998 Actual 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

-- 54 54 62 67 77 80

Performance Measure: Percentage of bureaus in compliance with FFMIA Standard General Ledger
requirements

Definition: This measures the percentage of Treasury bureaus that are in compliance with the Federal Financial
Management Improvement Act of 1996 (FFMIA) standard general ledger requirements.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

-- 54 54 62 67 77 80

Performance Measure: Percentage of new IT capital investments that are within costs, on schedule, and
meeting performance targets

Definition: Under the Clinger-Cohen Act, new Information Technology (IT) investments must be selected,
controlled, and evaluated using appropriate investment criteria established by the Treasury Investment Review
Board. Treasury's system for tracking these criteria is the Information Technology Investment Portfolio System.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
baseline unmet (data not unmet (data not
- established available) 100 available) 100 100

Explanation of Shortfall: Bureaus did not submit sufficient data to calculate the percentage.

Performance Measure: Percentage of micro-purchase actions

Definition: This measures the use of the purchase card for procurement actions under the micro-purchase
threshold (under $2,500), which reduce transactional administrative costs and processing time.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

- - - 80 98 discontinued
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Performance Measure: Percentage of contract dollars over $25,000 that are competed

Definition: This measures whether Treasury makes the maximum use of full and open competitive procedures
in order to obtain the best value for the Government and to promote fairness in the marketplace in accordance
with the Competition in Contracting Act of 1984.

2001

1998 Actual

1999 Actual

2000 Actual

Plan

Actual

2002 Plan

2003 Plan

89.4

86.7

93.8

75

&9

77

80

Performance Measure: Percentage of contract actions over $25,000 that are competed

Definition: This measures whether Treasury makes the maximum use of full and open competitive procedures
in order to obtain the best value for the Government and to promote fairness in the marketplace in accordance

with the Competition in Contracting Act of 1984.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

81

85.8

86

70

86

discontinued

Performance Measure: Percentage of contract dollars awarded to small business enterprises

Definition: This measures whether Treasury ensures that a fair proportion of its dollars for purchases, contracts
and subcontracts for products and services are awarded to small businesses.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

373

35.7

32.1

23

34

28

28

Performance Measure: Percentage of all IT systems that are currently certified and accredited to operate

Definition: Per OMB Circular A-130, Appendix III, all major application and general Treasury Information

Technology (IT) systems must be certified and accredited following appropriate Department/Agency IT Security
guidelines. This measures the total number of major application and general support systems operating, and how
many of these have been certified and accredited by a given date each year.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

7

20

16

65

70

Explanation of Shortfall: Computer security has been seriously under-funded throughout Treasury for many
years, and continues to be under-funded today. Treasury is identifying internal resources which may be
reallocated to support computer security programs. Current and new partnering relationships will be fostered to
support these programs.

Internal Revenue Service (IRS)

Performance Measure: Full Time Equivalent per billion dollars of Gross Domestic Product

Definition: This measures Service-wide employment as a proportion of national expenditures.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
-- -- 10.57 10.42 10.26 10.11 9.98
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Treasury Building/Annex Restoration and Renovation (TBARR)

Performance Measure: Implement Phase 2 of the building modernization program (target: award contract)

Definition: This measures award of the construction contract for Phase 2. This measure was completed in
FY 2001. A new measure developed for the next phase of the project.

2001
Plan Actual

1998 Actual 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

-- met met meet met discontinued

Explanation of FY 2001 Actual: Contract awarded in the amount of $19,937,467.

Treasury Inspector General for Tax Administration (TIGTA)

Performance Measure: Potential number of taxpaying entities for whom tax administration is improved as a
result of audit recommendations made during the fiscal year (in millions)

Definition: This measures the total number of taxpaying entities for whom rights and entitlements are protected,
taxpayer burden is reduced, or privacy and security over sensitive taxpayer data is improved because of audit
recommendations made in audit reports issued during a fiscal year.

2001
Plan Actual

1998 Actual 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

-- 9.1 11.3 12.0 14.5 16.0 14.0

Performance Measure: Total potential increased revenue or revenue protected as a result of audit
recommendations made during the fiscal year (§ in billions)

Definition: This measures the total potential government revenue from either increased tax, interest and
penalties from taxpayers or denied refunds, identified in final audit reports issued during the fiscal year. This
includes assessment or collection of additional taxes (increased revenue), or prior denial or claims for refund,
including recommendations that prevent erroneous refunds or efforts to defraud the tax system (revenue
protection).

2001
Plan Actual

1998 Actual 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

-- .58 1.40 1.10 13.70 1.20 1.20

Explanation of FY 2001 Actual: TIGTA exceeded this goal by a significant amount due to the outcome
measure claimed in one audit report. The audit report involved $11 billion ($2.2 billion projected over a five
year period) in increased revenue and/or revenue protected. The report indicated that significant tax revenue may
be lost due to inaccurate reporting of Taxpayer Identification Numbers for independent contractors.

Performance Measure: Percentage of closed investigations that meet the PCIE investigative quality
standards

Definition: This measures the number of investigations meeting President's Council for Integrity and Efficiency
(PCIE) standards divided by the total number of investigations sampled during the fiscal year. It is based on a
sample of close investigations.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
-- -- -- 90 98 90 90
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Performance Measure: Potential monetary benefits from audit recommendations made during the fiscal year
(8 in millions)

Definition: This measures the total questioned costs and funds that could be put to better use identified in audit
reports issued in a fiscal year.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

-- 192.0 117.1 120.0 13,000 140 144

Explanation of FY 2001 Actual: TIGTA exceeded this goal by a significant amount due to the outcome
measure claimed in one audit report. The audit report involved a cost saving of $13 billion ($2.6 billion
projected over a five year period) in Funds Put to Better Use. The report stated that by simplifying interest laws,
the IRS could improve fairness, speed refunds, and reduce annual government interest costs. The $2.6 billion a
year was based on the average amount of interest paid by the IRS over a 6-year period and represents the amount
of interest that could be avoided if all overpayments are timely refunded by the IRS within 45 days.

Performance Measure: Percentage of IRS employees working during the fiscal year who attended a TIGTA
integrity briefing

Definition: The purpose of the integrity briefings is to educate employees on the expected professional conduct
as they execute their responsibilities, to include recognizing and reporting bribe overtures. Integrity briefings
have a potential deterrent effect and could dissuade employees from taking inappropriate advantage of their
positions.

2001
1998 Actual 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

-- 36 47 33 43 33 30

Performance Measure: Percentage of criminal investigative reports referred for prosecution within one year
of case initiation

Definition: This measure divides the number of criminal investigations referred during the fiscal year, within
one year of initiation, by the total number of criminal investigations referred during the fiscal year. Criminal
investigations are referred to the Assistant U.S. Attorney, state or local authorities.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

-- 80 &5 80 90 80 73

Performance Measure: Percentage of misconduct investigations referred to management for administrative
adjudication within four months of case initiation

Definition: This measure divides the number of misconduct cases referred to management during the fiscal year,
within four months of initiation, by the total number of misconduct cases referred during the fiscal year.
Misconduct investigations involve IRS or TIGTA employees.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

-- 51 48 62 71 64 60
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M2: Improve Customer Satisfaction

Financial Crimes Enforcement Network (FinCEN)

Performance Measure: Percentage of customers (financial institutions) satisfied with FinCEN's analytical
products that identify trends and patterns of suspect financial activities

Definition: FinCEN provides a variety of different products to regulators, financial institutions, and law
enforcement, which examine the macro-level issues regarding money laundering and other financial crimes. The
purpose of this measure is to ascertain the value of these specialized products as reported by our customers.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

- - - baseline - baseline tbd

Explanation of Shortfall: Baseline was not established in FY 2001. Baseline now expected to be set in
FY 2003.

Federal Law Enforcement Training Center (FLETC)

Performance Measure: Student quality of training survey: basic training

Definition: The percentage is the number of basic training students who rate their training experience as
satisfactory or higher divided by the number of students surveyed. Basic and advanced training program students
are surveyed to obtain their views as to the overall quality of the training received at the FLETC. The
information obtained from this survey assists the FLETC in the continuing review of program curricula.
Beginning in FY 2002, this measure will be merged with the Student Quality of Training - Advanced Training.

2001
1998 Actual 1999 Actual | 2000 Actual 00 2002 Plan 2003 Plan

Plan Actual

80.0 99.0 99.2 90.0 99.9 discontinued

Performance Measure: Student quality of training survey: advanced training

Definition: The percentage is the number of advanced training students who rate their training experience as
satisfactory or higher divided by the number of students surveyed. Basic and advanced training program students
are surveyed to obtain their views as to the overall quality of the training received at the FLETC. The
information obtained from this survey assists the FLETC in the continuing review of program curricula.
Beginning in FY 2002, this measure will be merged with the Student Quality of Training - Basic Training.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

80 99 99 90 100 discontinued

Performance Measure: Student quality of services survey: basic training

Definition: The percentage is the number of basic training students that are satisfied with the overall quality of
services received while at FLETC divided by the number of students surveyed. Beginning in FY 2002, this
survey will be given to both Basic and Advanced Training students.

2001
1998 Actual 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

-- 99.0 99.5 90.0 99.6 90.0 90.0
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Performance Measure: Participating Organizations satisfaction

Definition: This measure is the combined percentage of representatives of Participating Organizations (POs)
that respond to two key questions in the FLETC PO Satisfaction Survey by indicating agreement with two
specific qualitative statements about FLETC Service. Those two statements are: 1) "A productive, proactive
partnership exists between FLETC and my agency", and 2) "FLETC is a true partner in providing solutions to
law enforcement training problems."

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
-- -- -- baseline 97.5 85.0 85.0
Treasury Franchise Fund
Performance Measure: Customer satisfaction approval rating
Definition: This measure indicates an objective level of customer satisfaction.
2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
91 87 91 93 92 92 92

Explanation of Shortfall: This target was almost met. The analysis of the results indicates that the Fund can
improve in the area of customer billing and invoice reconciliation. Steps are currently being taken to improve
these areas, which should result in increased customer satisfaction in the outyears.

Financial Management Service (FMS)

Performance Measure: Percentage of payments customers indicating an overall rating of satisfied or better

Definition: This measure assesses satisfaction of payments customers (i.e., Federal program agencies) with both
checks and electronic payments. It is based on a survey sent to FMS's disbursing customers. It includes

measures of levels of service for core businesses: electronic payments, check payments, electronic funds transfer
non-receipts, electronic certification system, and overall customer service.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

99

99

99

99

100

99

99

Internal Revenue Service (IRS)

Performance Measure: Employee Plans and Exempt Organizations customer satisfaction

Definition: Customers' overall level of satisfaction with the way their cases were handled by the IRS Employee
Plans and Exempt Organization Determination programs.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
-- 5.43 5.71 5.70 5.70 5.70 5.75
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Performance Measure: Customer satisfaction - Service Center examination

Definition: This measures the overall satisfaction level of customers who interact with IRS service center
examination services where 1 indicates very dissatisfied and 7 indicates very satisfied. Customer's overall level
of satisfaction with the IRS Service Center examination process based on sampling of sole proprietors and self-
employed individuals and farmers, as well as individual shareholders and partners examined as a result of a
corporate audit are included in the sample certain limitations apply. Certain limitations on survey data apply as
identified in the full definitions of the IRS Annual Performance Plan.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

3.87

4.04

4.30

4.18

4.45

4.50

Explanation of Shortfall: Taxpayer dissatisfaction and the resultant shortfall in FY 2001 were due to several
factors within the survey in addition to external factors such as envelopes being too small for documents
requested from the taxpayer, multiple letters sent to the taxpayer to question different issues, and needed
streamlining of the 90-day timeframe on no response cases. During FY 2001, development of one new
publication to replace three previous documents is expected to impact satisfaction scores over the long term in
the following areas: Explanation of Records Required, Consideration of Taxpayer Information, Explanation of
Taxpayer Rights, Explanation of Process, and Fairness of Treatment. In FY 2002 actions to improve the
satisfaction score include delivery of automated research tools to employees, tailoring work plans to particular
groups of taxpayers, improved guidance and education programs targeted to the taxpayers most common
problems.

Performance Measure: Customer satisfaction - Field Collection

Definition: This measures the overall satisfaction level of taxpayers contacted by field collection efforts where 1
indicates very dissatisfied and 7 indicates very satisfied. It reflects customers' overall level of satisfaction with
the way their cases were handled by the IRS Field Collection program. Only those customers who owe money to
the IRS and have been referred to Collection are sampled and certain sample limitations apply. Upon conversion
of the Integrated Collection System (ICS) database the survey will be expanded to include the entire range of
Collection cases. Certain limitations on survey data apply as identified in the full definitions of the IRS Annual
Performance Plan.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
-- 3.89 4.60 4.94 5.01 5.00 5.00
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Performance Measure: Customer satisfaction - Toll-free

Definition: This measures the overall satisfaction level of callers to the IRS toll free assistance telephone line
where 1 indicates very dissatisfied and 4 indicates very satisfied. It reflects customers' perception of IRS service
received. Certain limitations on survey data apply as identified in the full definitions of the IRS Annual
Performance Plan.

2001
1998 Actual 1999 Actual | 2000 Actual 00 2002 Plan 2003 Plan

Plan Actual

-- 3.46 341 3.58 345 3.54 3.56

Explanation of Shortfall: Based on survey results, research is being conducted to identify areas where service
can be improved. Preliminary findings from a focus group in September 2001 centered on confusing notices,
lengthy phone hold times, calls not returned, and practitioner need for IRS to expand its e-file solutions. In

FY 2002 implementation of data directed routing and voice recognition capability will provide IRS with an
ability to assist more customers either through automated systems or live assistors, alleviating complaints around
access to our systems. IRS also plans to implement two new automated communication solutions, Internet
Refund information and the Remittance Transaction Research System to better deal with some of the top 20
customer complaints. In addition, IRS is refocusing its training of assistors to address specific topics/issues to
better serve customers and address more of their concerns as IRS approaches the upcoming filing season.

Performance Measure: Customer satisfaction - Walk-in

Definition: This measures the overall satisfaction level with the services provided to customers coming into IRS
offices where 1 indicates very dissatisfied and 7 indicates very satisfied. The surveys provide an index to
represent overall satisfaction with walk-in services.

2001
1998 Actual 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

-- 6.43 6.48 6.50 6.40 6.55 6.55

Explanation of Shortfall: In FY 2001, the targeted level of customer satisfaction was not achieved primarily
due to taxpayer dissatisfaction with wait times for assistance in IRS centers. During FY 2001, IRS initiated
several actions to positively impact the customer experience in tax assistance centers including implementing
revised return preparation procedures including income limits and same day appointments to target service to
those most in need of our assistance. IRS conducted Problem Solving Days throughout the nation and began to
routinely incorporate the process of "Tax Solutions" (bringing the concepts developed for Problem Solving Days
into each workday) in each center. It also developed a concept of operations for centers that identify actions to
improve the quality and accuracy of tax law communication with taxpayers. In FY 2002, as a result of focus
group feedback IRS plans to implement a new comment-card style intercept designed to provide better data on
taxpayers who use the services in our taxpayer assistance centers.
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Performance Measure: Telephone customer satisfaction - ACS

Definition: This measures the overall satisfaction level of customers who call assistors on the IRS Automated
Collection System (ACS) where 1 indicates very dissatisfied and 4 indicates very satisfied. It is the percentage of
calls attempted (demand) compared to the number of calls answered (calls which abandon after having been
answered but while in queue for the next available assistor are not included in the count of calls answered) in the
ACS. Certain limitations on survey data apply as identified in the full definitions of the IRS Annual Performance
Plan.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

3.32

3.46

3.50

3.46

3.53

3.54

Explanation of Shortfall: Taxpayer dissatisfaction and the shortfall in FY 2001 are due to needed revisions to
front-end telephone response scripts, escalating wait times and lack of specialized sites to meet unique taxpayer
needs. While improvements to scripts and implementation of intelligent call routing helped improve the factor
for customer access additional planned improvements for FY 2002 include enhanced technology for call routing,
adding Spanish language network prompts, and data directed routing. In addition, increased monitoring of
telephone calls will allow us to gain better understanding of customer needs.

Performance Measure: Customer satisfaction - Field examination

Definition: This measures the customers' overall level of satisfaction with the way their cases were handled by
the Field Examination Program where 1 indicates very dissatisfied and 7 indicates very satisfied. Certain
limitations on survey data apply as identified in the full definitions of the IRS Annual Performance Plan.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

4.08

441

4.60

4.65

4.70

5.00

U.S. Mint (Mint)

Performance Measure: ACSI score of 85%

Definition: The American Customer Satisfaction Index (ACSI) is an indicator that measures customer

satisfaction.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

86

84

85

88

85

85

Performance Measure: Federal Reserve Board customer satisfaction survey results

Definition: This measure is used to indicate the level of customer satisfaction of one of the Mint's most
important customers, the Federal Reserve Board. The Federal Reserve's 12 district banks and 25 member banks
are surveyed annually to measure their satisfaction with the Mint's product, customer service, and delivery.
Validation: The survey is administered by a third party, within the Mint, that is not associated with the FRB
staff, and it includes the entire Federal Reserve District Bank population. The survey results are anonymous and

maintained on file at the U.S. Mint.

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
85 91 83 85 87 85 85
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Treasury Inspector General for Tax Administration

Performance Measure: Percentage of customer survey respondents who indicate TIGTA's products and
services are satisfactory

Definition: Surveys are provided to the IRS officials who have been recipients of TIGTA's products and
services during the fiscal year. Customer surveys are conducted biennially. Will not be conducted in FY 2002

2001
1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan

Plan Actual

-- -- 62 65 89 -- 73

Explanation: The response rate was very low and results should be interpreted as such. The overall response
rate was 44%. Four separate surveys were administered to either customers of TIGTA's Office of Audit (OA), the
Office of Investigation (OI), including U.S. Attorneys (AUSA), and to Congress. Each survey had a different set
of questions tailored to measure satisfaction for that particular unit.
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M3: Improve Employee Satisfaction

Federal Law Enforcement Training Center (FLETC)

Performance Measure: Employee satisfaction

Definition: This measure is the percentage of employees who responded to the question: "Considering
everything, how satisfied are you with your job?" by choosing one of these following responses: "Very
Satisfied," "Satisfied," or "Slightly Satisfied." Those that choose "Slightly Dissatisfied," "Dissatisfied," and
"Very Dissatisfied" are not included in the percentage. This question is one of 21 questions regarding the quality
and quantity of services and programs provided by the FLETC to employees.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

baseline

78

70

70

Internal Revenue Service (IRS)

Performance Measure: Employee satisfaction - Agency-wide

Definition: This measures the overall satisfaction of employee satisfaction (Servicewide) as the average
percentage of favorable ratings in a survey of 12 indexes where 100% would indicate favorable in all indexes. It
is a percentage measure of employee perceptions of the work environment, management practices, organizational

barriers, and overall work environment that impacts an employee's efforts to do a good job.

1998 Actual

1999 Actual

2000 Actual

2001

Plan

Actual

2002 Plan

2003 Plan

55

59

60

51

54

58

Explanation of Shortfall: The decline can be attributed to the effects of the reorganization which are also
showing up as negative results in the subsequent survey given to a sample of the employee population to assess
the climate of the agency. The Commissioner has made improving employee satisfaction results the
responsibility of each individual manager (it's an element in each manager's performance plan) and every
Operating Division and Functional Division (OD and FD's). Those individual workgroup meetings are taking
place now, and the results will be seen when the 2002 survey is administered beginning in April 2002. The
Divisions are now analyzing their census survey results in light of their Climate Survey data to determine what

(if any) additional Division-level responses are needed.

Treasury Inspector General for Tax Administration (TIGTA)

Performance Measure: Percentage of employee survey respondents who indicate the work environment

within TIGTA is a positive work experience

Definition: This measure is calculated by dividing the number of employee respondents indicating that TIGTA
provides a positive work environment by the total number of employee respondents. Customer surveys are

conducted biennially.

2001

1998 Actual | 1999 Actual | 2000 Actual 2002 Plan 2003 Plan
Plan Actual
-- -- 74 60 73 -- 70
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